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1. Introduction 
Green haven florist is a small independent flower shop located I Norwich in the United Kingdom. The business was established in 2016 by Liam and Priya Patel. Since its opening, the shop has developed a positive reputation for its creative flower arrangements, environment friendly packaging, and strong relationships with the local community. The business provides flowers for a wide range of customers including walk-in customers, corporate clients, and special events such as weddings.
Despite its early success, Green Haven Florist has recently experienced several challenges that threaten the sustainability of the business. Over the past year the company has experienced several challenges that threaten the sustainability of the business. Over the past year the company has experienced a noticeable decline in sales and a reduction in customer foot traffic. This change has been partly caused by increased competition from online flower delivery companies that offer lower prices and convenient delivery options. In addition to this competition, the business has faced increasing operational costs, including the rising cost of fresh flowers and eco-friendly packaging materials. Customer feedback has also suggested that the company’s website is outdated and difficult to navigate, which discourages online purchases. As a result, Green Haven Florist must consider new strategies that can help the business adapt to changing market conditions and improve both customer engagement and sales performance. 

2. Proposed Solutions
To address the current problems faced by Green Haven Florist, two potential solutions are proposed. These solutions aim to improve customer engagement, increase sales, and strengthen the competitive position of the business.
The first proposed solution is to improve the company’s online presence through the development of a modern e-commerce website and stronger digital marketing activities. The current website is outdated and does not provide an easy ordering experience for customers. By investing in a modern website with mobile compatibility, secure payment options, and clear product displays, the business can improve the customer experience and encourage more online purchases. Additionally, social media platforms such as Instagram and Facebook can be used to promote flower arrangements, seasonal offers, and special events. These platforms are particularly effective for visually appealing products such as flowers and can help attract younger customers.
The second proposed solution is the introduction of a flower subscription service and customer loyalty programme. Through a subscription service, customers could receive fresh flowers on a weekly or monthly basis. This approach would provide a regular and predictable income for the business while strengthening customers relationship. A loyalty programme could also reward repeat customers with benefits such as discounts, free delivery, or exclusive offers. These incentives would encourage customers to continue purchasing from Green Haven Florists rather than switching to competitors.
Both solutions have the potential to support business growth and improve customer satisfaction. However, a careful evaluation is necessary to determine which option provides the greatest benefits for the business.

3. Evaluation of Solutions 
A PMI (Plus, Minus, Interesting) analysis was conducted to evaluate the two proposed solutions. The detailed analysis table is presented in Appendix 1.
The evaluation indicates that improving the online presence of the business offers several advantages. It allows Green Haven Florists to reach a wider audience and provide customer with the convenience of online ordering. It also supports digital marketing strategies that can attract new customers and increase brand awareness. However, this solution requires an initial financial investment and may require new skills in digital marketing.
The subscription and loyalty programme also offers several benefits. It encourages repeat purchases and helps create long-term customer relationships. Furthermore, it provides a more predictable income for the business. Nevertheless, this solution requires careful management of deliveries and customer expectations. Although both solutions offer advantages, the analysis suggests that improving the online presence of the business could have a greater impact on sales and customer engagement.




4. Preferred Solution 
Based on the evaluation of both solutions, improving the online presence the Green Haven Florist is the preferred option. This solution directly addresses one of the main weaknesses identified in the case study, which is the outdated and difficult to use website. Developing a modern e-commerce website will allow customers to browse products easily, place orders online, and arrange delivery services. This level of convenience is essential in today’s retail environment, where many customers prefer online shopping.

5. Risk Analysis 
While the selected solution offers many advantages, there are several potential risks that must be considered. One of the main risks is the financial cost associated with developing and maintaining a professional website. Small business often operates with limited budgets, and unexpected costs may place financial pressure on the company. Another risk is the lack of digital skills required to manage online marketing and website updates. Liam and Priya may need to invest time and resources into learning new skills or hiring external support.
There is also a risk that customers may not immediately adopt the new online ordering system. If the website is not effectively. Promoted, customers may continue using competing services. Technical issues such as website downtime or payment system errors could also negatively affect the customer’s experience. Identifying these risks in advance allows the business to plan strategies to minimise their impact.

6. Implementation Plan
The implementation of the selected solution can be completed through a series of structured. Steps. The first step involves developing a modern website with user-friendly navigation, mobile compatibility, and secure payment options. A professional web developer or e-commerce platform can be used to create the site. 
The second step is to introduce delivery options and clear online ordering processes. Customers should be able to easily select products, choose delivery dates, and complete secure payments.
The third step involves launching digital marketing campaigns on social media platforms. High quality photographs of flower arrangements, promotional offers, and customer testimonials can help attract attention and encourage engagement.
The fourth step is staff training. Employees should understand how to manage online orders, respond to customer enquiries, and update website content.
Finally, the business should launch promotional campaigns to introduce the new website and encourage customers to try the online ordering system.

7. KPI and SMART Objectives
To measure the success of the new strategy, it is important to establish clear performance indicator. One key performance indicator (KPI) for this project is the number of online orders received each month.
A SMART objective can be developed to support this KPI. The objective is to increase online flower orders by 25 percent within six months after the launch of the new website. This objective is specific, measurable, achievable, relevant and time bound. Setting clear performance indicators allows the business to evaluate whether the strategy is achieving its intended goals.

8. Monitoring and Evaluating
Monitoring and evaluating are essential for understanding whether the new strategy is successful. Green Haven Florist can use website analytics tools to track visitor numbers, product views, and completed purchases. These tools provide valuable information about customer behaviour and preferences. Social Media engagement is another important measure of performance. Metrics such as likes, shares, comments, and follower growth can indicate whether marketing campaigns are effectively reaching the target audience.
Customer feedback should also be collected to understand how customers perceive the new website and online services. It performance targets are not achieved, the business can adjust its marketing strategies, website features, or promotional offers to improve results.

9. Key Findings Summary
· Green Haven Florist is experiencing declining sales due to increased competition and changing consumer behaviour.
· Rising operational costs and an outdated website have contributed to the business challenges.
· Two potential solutions were proposed: improving online presence and introducing a subscription service.
· PMI analysis indicated that improving the online presence offers the greatest potential for growth.
· The selected strategy focuses on developing a modern website and strengthening digital marketing activities.
· A structured implementation plan has been developed to support the successful introduction for the strategy.
· KPIs and SMART objectives will be used to measure the success of the project.
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Appendices

Appendix 1 – PMI nalysis Table 
	Solution 
	Plus 
	Minus 
	Interesting 

	Improve online presence 
	More customers, increased online sales, stronger marketing
	Website development cost, requires digital skills
	Opportunity to attract younger customers 

	Subscription & loyalty program 
	Regular income, stronger customer loyalty 
	Delivery planning required
	Seasonal subscription packages 



Appendix 2 – Implementation Timeline 
	Stage 
	Activity 
	Timeframe 

	Stage 1
	Website design and development 
	month 1-2

	Stage 2 
	Add online ordering and delivery features
	Month 2

	Stage 3
	Launch social media marketing 
	Month 2-3

	Stage 4
	Staff training 
	Month 3

	Stage 5
	website launch promotion 
	Month 3 






Appendix 3 – KPI and SMART Objectives
	KPI
	Objective 
	Target

	Online orders
	Increase online flower sales
	25% growth

	Website traffic
	Increase website visitors
	30% increase

	Social media engagement 
	Increase followers and interactions 
	20% increase




