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1.Executive Summary
This report looks at the problems that Green Haven Florists is having, such as drop of in stores sales and more competition. It suggests and looks at two ways to make the business work better. A structured analysis PMI is used to choose the best solution, and then a risk assessment and implementation plan are made. 
The report also lists key performance indicators that can be used to see how well the proposed strategy is working.

[bookmark: _Toc227941549]2. Introduction
Problem solving and decision making are important skills for any business, especially in today’s fast-changing and competitive environment. Businesses regularly face challenges that require them to identify problems, understand their causes, and develop effective solutions (Spradlin, 2012). At the same time, decision making involves choosing the best option from a range of alternatives (Adair, 2022). Using structured approaches and relevant information can help businesses reduce uncertainty and make better decisions (Proctor, 2019). In addition, decision-making models encourage managers to carefully evaluate different options to achieve the best possible outcomes (Chevallier, 2016). These skills are particularly important for small businesses that need to adapt quickly to survive and grow (Office for National Statistics, 2022). Green Haven Florists is a small, independent flower shop in Norwich, UK. Partners Liam and Priya Patel opened it in 2016. People know the business for its custom flower arrangements, eco-friendly packaging, and strong ties to the community. It serves a wide range of customers, from walk-in clients to corporate clients to people who need help with events like weddings. The company has built its reputation on quality, creativity, and a commitment to sustainability, which has helped it get customers who care about the environment.
The goal of this report is to look at Green Haven Florists' current situation and find a good way to make the business work better. It will suggest and look at two possible solutions before choosing the best one. The report will also look at possible risks, make a plan for putting the chosen solution into action, and list key performance indicators that will show how well the solution works.
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Green Haven Florists has faced a tough year, with a noticeable drop in business, especially in-store sales. Fewer people are walking into the shop, largely because shopping habits are changing and more customers prefer buying online (Office for National Statistics, 2022). On top of that, competition has grown—not just from online flower delivery services, but also from new local florists—making it harder to keep and attract customers. Rising costs for flowers and eco-friendly materials have also squeezed profits.
All these challenges mean Green Haven Florists can’t rely on past success anymore. The situation calls for thoughtful problem-solving and smart decision-making to adapt, attract customers, and restore the business’s performance (Proctor, 2019).
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[bookmark: _Toc227941552]4.1 Solutions n.1 Upgrade the Online Presence and Website
One way to help Green Haven Florists do better is to make their digital presence better, especially their website. A modern, easy-to-use website with online ordering, subscription options, and delivery tracking could bring in more customers and make shopping easier. Adding links to social media and improving search engine optimisation (SEO) would also make the business more visible, helping it reaches more people in its area and beyond (Chevallier, 2016). This solution meets the need to keep up with changing customer behaviour and compete with online flower shops (Proctor, 2019).


[bookmark: _Toc227941553]4.2 Solutions n.2 Introduce a Subscription and Loyalty Program
Another possible answer is to offer services that customers can subscribe to and a program that rewards loyal customers. Regular delivery subscriptions, like weekly or monthly bouquets, would guarantee steady income and help keep customers. A loyalty program that gives rewards for repeat purchases could keep people interested and get them to tell others about it (Adair, 2022). This method takes advantage of Green Haven's good name for quality and personal service to build long-term relationships with customers and get them to come back.
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A PMI (Plus, Minus, Interesting) analysis was used to evaluate the two proposed solutions for Green Haven Florists. This method helps to compare the advantages, disadvantages, and potential opportunities of each option (Proctor, 2019). Factors such as cost, feasibility, customer impact, and long-term benefits were considered. The PMI analysis with scoring shows that the website solution has a higher overall benefit compared to the subscription model (see Appendix 1).
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Based on the PMI analysis, the preferred solution is to upgrade the online presence and website. This option offers greater long-term benefits by allowing Green Haven Florists to reach a wider audience and improve customer convenience. It directly responds to the growing trend of online shopping, which has contributed to the decline in in-store sales (Office for National Statistics, 2022). Although this solution requires an initial investment, it has strong potential to increase online orders and attract new customers. Compared to the subscription and loyalty programme, which mainly focuses on existing customers, improving the website supports both new and returning customers, making it a more effective overall strategy (Spradlin, 2012).
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A risk analysis was conducted for the selected solution to identify potential challenges that may arise during implementation. This includes evaluating the likelihood and impact of each risk, allowing the business to prepare appropriate responses. The analysis focuses on financial, operational, and market-related risks. A detailed risk analysis, including likelihood, impact, and mitigation strategies, is provided in Appendix 2.
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The risk analysis indicates that the main risks relate to the cost of developing the website, the need for technical expertise, and the possibility that customers may not immediately adopt the new system. However, these risks can be effectively managed through carefully planning the investment. For example, costs can be controlled by setting a clear budget and outsourcing technical work where necessary. In addition, marketing strategies can be used to encourage customer engagement with the new website. Overall, the risks are manageable and do not outweigh the long-term benefits of improving the business’s online presence (Adair, 2022; Chevallier, 2016).
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The implementation of the new website for Green Haven Florists should be carried out in a structured and phased approach to ensure effectiveness and minimise disruption to the business. In the first stage (Weeks 1–2), the business should identify its requirements, including website features such as online ordering, delivery tracking, and subscription options. A clear budget should also be established at this stage. In the second stage (Weeks 3–6), the website should be developed, either by hiring an external developer or using an in-house solution, depending on available resources.
During Weeks 7–8, the website should be tested to ensure that all features are working correctly and that the user experience is smooth and efficient. Once testing is complete, the website can be officially launched. Following the launch, ongoing activities such as digital marketing, search engine optimisation (SEO), and regular updates should be carried out to maintain performance and attract customers. A structured implementation plan helps reduce uncertainty and ensures that the solution is carried out effectively (Proctor, 2019).
[bookmark: _Toc227941559]9. Key Performance Indicators (KPIs)
To measure the success of the new website, Green Haven Florists should use a range of key performance indicators (KPIs). One important KPI is the number of online orders, which will show whether customers are using the new system. Website traffic is another useful measure, as it indicates how many people are visiting the site. The conversion rate, which measures how many visitors make a purchase, will help assess the effectiveness of the website in generating sales.
In addition, customer retention rate should be monitored to determine whether existing customers continue to engage with the business. Monthly revenue growth can also be used to evaluate overall financial performance after the implementation of the website. These indicators provide measurable data that can help the business assess performance and make informed decisions (Office for National Statistics, 2022).

[bookmark: _Toc227941560]10. Measures of Effectiveness
The effectiveness of the proposed solution can be evaluated by comparing business performance before and after the implementation of the website. For example, sales data can be analysed to identify any increase in revenue or online orders. Customer feedback, such as reviews and satisfaction surveys, can also provide insight into how well the new system meets customer needs.
In addition, the business can monitor the number of new customers and repeat purchases to evaluate growth and loyalty. Regular performance reviews, such as monthly or quarterly assessments, will allow the business to identify areas for improvement and make necessary adjustments. Evaluating effectiveness in this way supports better decision making and helps ensure long-term success (Adair, 2022).
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In conclusion, Green Haven Florists is facing challenges due to declining in-store sales, increased competition, and changing customer behaviour. To address these issues, two solutions were considered, with upgrading the online presence and website identified as the most effective option. This solution allows the business to reach a wider audience, improve customer convenience, and adapt to the growing trend of online shopping.
Although there are risks involved, such as development costs and customer adoption, these can be managed through careful planning and strategy. By implementing the solution effectively and monitoring performance through key indicators, the business can improve its overall performance and achieve long-term success. Effective decision making and continuous evaluation are essential to ensure that the chosen strategy delivers the desired outcomes (Adair, 2022).
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Solution 1: Website & Online Presence
	Plus
	Minus
	Interesting

	Reaches wider audience (+5)
	High initial cost (4)
	Opportunity to expand beyond local market (+4)

	Increases online sales (+5)
	Requires technical expertise (3)
	Can integrate social media marketing (+3)

	Improves customer convenience (+4)
	Time to develop (3)
	Potential for long-term growth (+4)

	Keeps up with online trends (+4)
	Risk of low early usage (3)
	Can collect customer data (+3)

	Total = +18
	Total = -13
	Total = +14 Overall total +19


Solution 2: Subscription & Loyalty Programme
	Plus
	Minus
	Interesting

	Encourages repeat customers (+4)
	Limited new customers (4)
	Builds long-term loyalty (+4)

	Provides steady income (+4)
	Requires ongoing management (3)
	Opportunity to personalise offers (+3)

	Builds customer relationships (+3)
	May not attract wider audience (4)
	Strengthens brand identity (+3)

	Easy to implement (+3)
	Dependence on existing customers (3)
	May increase customer engagement (+3)

	Total = +14
	Total = -14
	Total = +13 Overall total +13
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	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 impact?

	High cost of website development
	3
	5
	15
	Set a clear budget and plan costs in advance
	Reduce spending in other areas or spread payments over time

	Lack of technical expertise
	3
	4
	12
	Hire experienced developers or outsource work
	Get external support quickly to fix issues

	Low customer usage at the start
	3
	3
	9
	Promote website through marketing and social media
	Offer discounts or promotions to attract users

	Website errors or technical problems
	2
	5
	10
	Test the website before launch
	Fix issues quickly and provide customer support

	Strong online competition
	4
	3
	12
	Improve SEO and offer unique products/services
	Adjust marketing strategy to stay competitive



