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Task 1: Overview of Case-study
INTRODUCTION. 
Green Haven Florist is a small, independently owned floral business that specializes in creating fresh flower arrangements for a variety of occasions. The case study typically focuses on how the business operates, the challenges it faces, and the strategies it uses to remain competitive in a changing retail environment. 
Business Background
Type of business; Retail florist shop
Ownership: Family and friend run business
Products/service; Fresh bouquets, Event arrangements (wedding, funerals, corporate events)
Houseplants and seasonal plants and Gift items (vases, cards, small gifts) Delivery services. Green Haven Florist positions itself as a community‑focused business offering personalized service and high‑quality floral designs.
.
 Although Green Haven faces several challenges, the core underlying problem is that the business has not adapted quickly enough to the digital transformation of the floral industry. These single-issue triggers or worsens many of the other difficulties described in the case study. The root problem is not the flowers, the staff, or the shop itself. It’s that the business model hasn’t evolved to match how customers now shop for flowers. Their reduction in door sales was 30% and because shops were closed around the area.
 The root problem we identified earlier is Green Haven’s limited digital presence in a market that has shifted online. Several underlying issues feed into this, and each one deserves a critical look. They face advertising issue competition online ordering because they don't have experience staff. They need to train the staff about new trend in the market. Innovations in production in 2024 improved the efficiency and yield growing flowers and plants.
[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions
Solution A Proposal 
The proposed solution for Green Haven Florist is the implementation of a Digital Transformation Strategy.
This solution directly addresses the root problem—Green Haven’s limited digital presence—by modernizing the business through technology, online engagement, and improved digital operations. 
It involves shifting from a traditional, walk-in retail model to a digitally enabled business model that meets modern customer expectations
 E‑commerce Website Development
A fully functional website will allow customers to:
Browse products
Place orders online
           	Make secure payments
Schedule deliveries timing
This removes barriers to purchase and expands the customer base beyond local foot traffic. 


Solution B Proposal
This solution focuses on improving the overall customer experience—both in‑store and online—by redesigning service processes, enhancing product offerings, and strengthening customer relationships. It aims to make Green Haven more appealing, memorable, and competitive in a market where customer expectations are rising.
The Customer Experience Enhancement Strategy is a comprehensive approach that improves how customers interact with Green Haven at every touchpoint. It goes beyond simply selling flowers and instead creates a consistent, high quality‑, personalised experience that encourages loyalty and repeat business.
 The root problem impacting Green Haven is its limited digital presence and outdated business model, which makes it uncompetitive in a modern, convenience driven‑ market.
Solution B directly supports resolving this by strengthening the customer experience, which is essential for success both online and in‑store.
Online florists, supermarkets, and other local competitors.
Even if competitors have stronger digital tools, customers will return to a business that treats them well and offers personalized service.also to work on customers feedback.


Task 3b) Evaluation Results and Justifications
NOTE: Based on the results from your Grid or PMI Analysis provided in Appendix 1:
 The evaluation shows that Solution A scored higher across the most critical criteria, particularly in areas relating to long‑term competitiveness, customer reach, operational efficiency, and alignment with the root problem.
While Solution B (Customer Experience Enhancement Strategy) offers valuable improvements, it does not address the fundamental issue limiting Green Haven’s growth: its weak digital presence and outdated business model. Solution A directly tackles this root problem and therefore provides the strongest strategic impact.

Impact on the root problem; This criterion measures how effectively each solution addresses limited digital presence. Chosen to solve the root problem is essential for sustainable improvement.
Cost-effectiveness; Benefits of solution to justify the financial investment because small business like Green Haven has limited resources, so affordability is crucial.
Customer Impact; This measures how the solution improves customer satisfaction, convenience and engagement; order to be deliver on time.

	CRITERION 
Impact on Root Problem




Cost‑effectiveness


Customer Impact
	WEIGHTING
35%







5%



15%



	JUSTIFICATION 
This is the most important factor because solving the root problem is essential for long‑term success.

Costs matter, but the business must invest to remain competitive.

Customer experience is important but secondary to fixing the core issue.




This creates visibility, accessibility, and competitiveness in a market that has moved online.
Digital transformation strengthens the business for years to come by:
• 	Expanding customer reach
• 	Increasing sales opportunities
• 	Improving operational efficiency
• 	Supporting scalable growth
Aligns with customer expectations
Customers expect.
Online ordering
Fast delivery 
Digital communication
Social media presence

[bookmark: _Hlk205982530]Task 4b) Risk Analysis Results and Justifications
Risk Analysis Results; Green Haven Florists relies heavily on timely deliveries, especially for occasions such as birthdays, funerals, weddings, valentine’s day and Mother’s Day. Any delays on these occasions cause emotional distress, damage and sadness. Customers lose their trust in business. Have negative reviews with major impact on business reputation damage. We need to reorganize the temperature humidity in the store, so the flowers look fresh. According to occasion, flowers display is necessary.



Task 5b) Justifications for the Implementation Plan
Justification for the Implementation Plan; The implementation plan for Green Haven Florist was organized in a logical order to ensure that business project runs smoothly and effectively, the first task is specially designed to give new customers discount and introduced to attract new customers. Help businesses choose the right products and marketing strategies. Designing promotional material and creating social media pages for awareness of the business in the market. Advertising and distribution of flyers face to face and door to door. Responsibilities are shared among team members to improve efficiency and teamwork. Everyone has structured to approach to ensure that each stage supports the next and helps businesses grow successfully.


Task 6b) Justifications for the KPI and SMART Objectives
Green Haven Florist’s is based and focuses on the monthly sales to increase and customers retention, which is essential for measuring business growth and sustainability. This KPI is appropriate for direct sales reflecting customer demand and business performance. The smart objectives support this by being specific (increase sales by 20%), Measurable (track weekly revenue), Achievable (marketing, window display sign post social media like TikTok, Facebook, Instagram and websites) Relevant (align with business growth) and Time bound (within 6 months) Together, the KPI and smart objectives ensure clear direction, enable performance and tracking and help business make informed decisions to improve customer satisfaction and profitability. Innovations in production in 2024 improved the efficiency and yield of growing flowers and plants. Precision agriculture, automated harvesting techniques, and blockchain-enabled supply chains create efficiency, transparency, and traceability. Additionally, e-commerce platforms and digital marketing strategies expand market reach.
[bookmark: _Hlk205981688]

Task 7) Key Findings
· Decline in in-store sales; sales have dropped due to fewer customers visiting the store. Introduce promotion (discounts, loyalty card) improve window displays to attract walk-in customers
· Limited online presence; the business is losing customers to competitors with strong online presence; Create a website and use social media to showcase products and take online orders.
· Weak marketing strategy; there is little advertising or brand awareness; develop a marketing strategy plan including seasonal campaigns (valentine’s day and Mother’s Day) local advertising.
· High competition; Many nearby florists and online flower delivery services are competing for the same customers; Differentiate by offering unique floral designs, personalised bouquets,and same –day delivery services.
· [bookmark: _Hlk208302504]Limited customer engagement; The business does not actively engage or retain customers; build customer relationships through loyalty programs, email offers, and excellent customer service.
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[bookmark: _Hlk205987492]Appendix 1 – Task 3a

Grid Analysis Table

	Factors to consider
	cost
	Customer reach
	Impact on sales
	Customer engagement
	Total

	Weighting      
	3
	4 
	4 
	3 
	

	
Social media
	5(15)
	5 (20)
	5 (20)
	5 (15)
	

	
Flyers & posters
	3(9)
	3 (12)
	3 (16)
	4 (12)
	


[bookmark: _Hlk210815657]
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Appendix 2 – Task 4a

Risk Analysis Table

	
	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 the impact?

	1
	Incorrect temperature or humidity in the shop

	3
	2
	6
	Keep window and door. Use correct temperature
	Act on this time. Keep area clean

	2
	Poor stock rotation or old stock

	4
	3
	12
	Used fresh and updated flowers
	Change supplier and keep close check

	3
	Delayed deliveries or issue in supply

	5
	4
	20
	Plan delivery routes. Maintain vehicle regularly 
	Contact with customers immediately to give updates




Creative Problem solving for Management; Writer Tony Proctor 5 edition
Risk Analysis Chapter 12 –15 (91-109)


Appendix 3 – Task 5a
Implementation Plan

Name the problem you are solving Business needs promotion to attract cuustomers
Name the solution you are implementing Promote Green Haven Florists advertising, social media, increase sales
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	Offer special discounts to attract new customers

	Occasion discounts. Buy one bouquet another half price 

	
Week 1

	manager


	

Done 

	2
	Launch advertising campaign and distribute flyers

	Social media, face to face and door to door 


	
In 3 days

	
Manager and staff

	done



	3
	Research the target market and customers preferences for flowers


	
What is in trend and more Saling flower of month or week

	

Week 2
	

Supervisor and Manager 
	
done


	4
	Collect feedback from customers and evaluate

	Ask customer their likeness

	
Everyday bases

	
Staff 
Manager
supervisor
	

done



· Refences: Super Series Solving Problems and making Decision 
      5 ed. Routledge (2013) section D: Implementing and Evaluating (page 99-     102)

Appendix 4 – Task 6a

The Key Performance Indicator is: Green Haven Florists INCREASE SALES

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	
Increase in store customers visit and sales





	

Increase at least 20% sales in store monthly to be achieve



	

Promotions, improve window displays to attract customers. Social media and marketing



	
Sales have been reduced by 30% in store because reduced foot traffic due to online competition




	


Within 6 months to achieve the goal.





· Mind tools (n.d) smart goal; How to Make Your Goals Achievable. Available at; https://www.mindtools.com/ (accessed:17 March 2026)
· Indeed (2023) What Are Smart Goals? Definition and Examples. Available at: https//www.indeed.com (Accessed 17 March 2026).
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