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[bookmark: _59xhsqwlu3ix]1. Introduction and Context of the Case Study
· Green Haven Florists Overview.
· Purpose of the presentation
· Structure of analysis
Green Haven Florists is a small independent flower store in Norwich, UK, which was opened in 2016 by the couple, Liam and Priya Patel. The company earned a good image in customised floral designs, environmentally friendly wrappings, and good relations with society (Shaji et al., 2025). Such features enabled the company to secure a dedicated customer base of walk-in customers, weddings, and corporate customers.
This presentation evaluates the causes of this problem based on three important analysis frameworks:
· The 5W2H model to explain the problem.
· PESTEL analysis to undertake external analysis.
· Fishbone diagram to determine the root causes of the decline in in-store sales.
Such tools will be used to reveal the key problems of the business.
[bookmark: _vpfu9b7uuf9i]2. Nature and Scope of the Problem
The major problems encountered in Green Haven Florists:
· 30% decline in in-store sales
· Reduced foot traffic in the high street.
· Greater competition on the web.
· Rising supply costs
· Limited digital presence
· New local competitors
The main problem experienced by Green Haven Florists is the huge reduction in sales in the stores by at least 30 percent in the last 12 months. Online orders have had a minor rise, but this has not been enough to counter the decline in physical shopping (Verhoef et al., 2023).
This issue can be explained by a number of reasons. Firstly, the local high street has seen a decrease in customers because of the localised shutdown of shops and the increased popularity of the trend of online shopping. Second, the online large flower retailers just started to provide lower prices, delivery within the day, and discounts on different goods, which appeals to price-sensitive customers.
[bookmark: _4x7h9pxjrdn7]3. 5W2H Model Analysis
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	Element
	Analysis

	What
	Decline in in-store sales

	Why
	Competition, online shift, rising costs

	Where
	High-street retail location in Norwich

	When
	Past 12 months

	Who
	Owners, employees, and customers

	How
	Reduced foot traffic and weak digital strategy

	How much
	30% sales decline



This model is a problem-solving model referenced as 5W2H, which is applied in explaining the problems by answering seven critical questions: What, Why, Where, When, Who, How, and How Much (Ohno, 1988).
Using this model in the context of Green Haven Florists allows us to gain a better perspective on the problem.
The principal concern (What) is the decrease in in-store sales. The cause (Why) involves the competition online, the rising costs, as well as the changing consumer behaviour (Wang et al., 2022). The problem is in the Norwich high street shop (Where), and has been happening throughout the last 12 months (When).
These are the owners, the staff, and the customers (Who) due to the risk of undermined business sustainability and employment crisis due to reduced income.
The issue is created by the decreased foot traffic and insufficient digital presence (How). Lastly, the magnitude of the issue (How much) is perplexing, with the sales decreasing by about 30%.
The 5W2H model, as such, assists in organising the issue prior to further examination.
[bookmark: _lr1al4q6f20b]4. PESTEL Analysis
PESTEL Factors Affecting Green Haven Florists
Political
· Flower importation trade regulations.
Economic
· Rising inflation in the cost of flowers.
· Reduced consumer spending
Social
· Change in direction to online shopping.
· Sustainable product demand.
Technological
· Expansion of online business.
· Social media marketing is important.
Environmental
· Sustainability expectations
· Organic packaging is inexpensive.
Legal
· Consumer protection laws
· These are business licensing regulations.
The PESTEL analysis is a study of the external environmental forces that affect an organisation. Political, Economic, Social, Technological, Environmental, and Legal factors are measured in the framework (Whittington et al., 2019).
International trade regulations may affect the price and supply of imported flowers because of political issues.
The economic conditions have an influence on the business, too. Inflation has augmented the prices of fresh flowers and packaging material, diminishing the profit margins.
It also depends on social trends. The most common services the customers use now are the convenience of online shopping and home delivery services. Nevertheless, more consumers are eco-friendly, and this is an argument that Green Haven has a sustainable brand.
Especially important are the technological factors. Competitors are utilising digital marketing and social media networks such as Instagram to capture customers, whereas the Green Haven websites are old-fashioned and hard to navigate.
Environmental aspects involve the sustainability expectations. Even though eco-friendly packaging reinforces the brand image, it is more expensive.
[bookmark: _o37ukkezpka1]5. Fishbone (Cause and Effect) Analysis
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Major Issue: Falling In-Store Sales.
Fishbone categories:
Customer Factors
· Online shopping favouritism.
· Demand for convenience
Competition
· Online flower retailers
· Local boutique florist
· National chain stores
Marketing
· Weak social media presence
· Outdated website
Costs&Supply
· Rising flower prices
· Sustainable office package based on high prices.
Location
· Reduced high-street traffic
· Shutting down of surrounding companies.
A Cause-and-Effect Diagram or Fishbone Diagram is a tool that helps to find the root cause of a problem by classifying a factor that contributes to a problem (Ishikawa, 1986).
The key issue, in this instance, will be running sales in-store.
Customer behaviour is one of the major categories. Customers are shifting their way towards online shopping due to the aspects of comfort, expediency and affordable pricing.
Competition is another major issue. There is the entry of large online retailers and new local competitors in the market, which has made the market more competitive (Aarhaug et al., 2023). Such companies are appealing to customers by offering low prices and effective social media marketing.
The problem is also caused by marketing issues. Green Haven is a company that does not have many digital marketing efforts and heavily depends on word-of-mouth promotion. The site is in the old version and lacks an easy user experience.
There are some problems regarding costs and supply as well. The prices of flowers are increasing, and the cost of the sustainable packaging is soaring, decreasing the profitability and raising the price.
Lastly, the geographical influences like the deterioration of high street activity and the shutting down of the neighbouring businesses decrease the number of foot traffic.
The Fishbone diagram thus indicates that the issue is brought about by various related factors and not a one-factor issue.
[bookmark: _6i98lsdf6x44]6. Key Findings
· It has been reported that the sales of Green Haven florists have been reduced by 30 percent due to in-store sales.
· There is a change in consumer behaviour towards online shopping.
· Website and digital marketing weaknesses lower the competitiveness.
· Increasing the cost of flowers and sustainability affects profitability.
· Online and local retail competition has risen.
· Due to the low high street foot flow, the walk-in customers are restricted.
In summing up, the examination indicates that the fall in the in-store sales of Green Haven Florists is occasioned by internal and external influences. Major pressures, externally, are related to customer behaviour change, heightened level of online competition and escalating costs (Pan et al., 2025). On the internal front, the inabilities of digital marketing, delivery, and antiquated webpages make the business less competitive.
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