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Introduction 
Some people are saying that “success and failure are right after the corner” and I think that apply also to companies which despite being driven by the idea of success in equal measure should prepare for failure. Lately with the fast-moving market a new trade start gaining more importance and that is adaptability in a company. Adaptability in a company can be defined as the capacity to find and get advantage of new markets and new technologies, (Tuominen et al., 2004, p. 496)
In the following report I will try to suggest and analyse tow alternative and relevant solutions for a business problem exposed in the first component of this assessment presented on the Green Heaven Florist case study, following of that I will use some tolls to select the most appropriate option, justify it and apply it to our case through a series of procedures, in the end conclusion and some key findings will be provided.

[bookmark: _Hlk205982484]Brief Explanation of the Specific Business Problem
[bookmark: _Hlk205979492]Lyam and Priya Patel, co-founders of Green Heaven Florist, a small flower shop from Norwich, UK, founded in 2016 and fast gaining reputation for bespoken flower arrangements with a wide range of customers, appreciating the eco-friendly packaging, the bouquets sold to walk in customers, and even corporate events and weddings.
Despite all the great start in the last 12 mounts the company is facing a decline in sales of 30% due to a series changes, the foot traffic decreased significantly because of closure of nearby businesses and a general swift of the customers to online shopping and the convenience of flexible deliveries and discounts. 
Suppliers also raise the prices of fresh flowers especially the imported ones as cause of a supply chain disruption and inflation, being eco-friendly had become more difficult to sustain as the biodegradable packaging and the locally sourced blooms are more expensive. 
The customer sentiment is mixed with some of them still praising the shop but with others pointing the fact that their website is outdated and hard to navigate, also demanding more flexible deliveries and subscription services. On top of that Green Heaven Florist is facing new competition from a trendy boutique with strong Instagram influence and a national chain that offer aggressive prices and wide delivery coverage.
All these events drive the company to decline and prove its inability to adapt as the root cause of the problem in this rapid shift of the market.
Suggested Two Alternative Solutions
The tow suggested solutions in this 
1. Digital Transformation
2. Customer-centric Strategy

1. Digital Transformation
A definition of digital transformation can be a “fundamental
change process enabled by digital technologies that aim to bring radical
improvement and innovation to an entity (organization, business
network, industry, or society) to create value for its stakeholders by
strategically leveraging its key resources and capabilities” ( Saeedikiya et al., 2025, p. 1) 
In other words, digital transformation is like a plan or a model that uses the latest technologies to guide a company to improve, innovate and gain sustainability.
PMI analysis for Digital Transformation. 
In their article Maheshwari et al (2025, p. 897) are exposing some benefits and disadvantages of digital transformation presented in the following PMI table. 

	Plus
	Minus
	Interesting

	Flexible, there are different digital transformation frameworks, you can pick one that suits your business.
	Resistance to change, many employees may find the transformation difficult and will oppose adoption. This will slow down integration and will affect the rate of success.
	Collecting real-time data with the help of technologies can help creating a better image of the market environment and help making better decisions 

	Increased efficiency, with the help of technology some human tasks can be taken over by automatization. 
	Lack of skills and expertise, for companies will be a struggle to find individuals with the necessary skills to help with the process.
	Costumer behavior data can offer an edge of predictability of the customers.

	Cost savings, automatization and the use of cloud services will reduce the need for human resources and therefore will reduce the costs.
	Integration with legacy systems, combining existing system with the new digital systems will present a challenge for companies. 
	The potential of new technologies is yet to be discovered as many of them may still be in the early stages of development 

	Enhanced customer satisfaction, by collecting data and analyze it companies can come with better products and services to better meet customer expectations.
	Data privacy and cyber-security, costumer data will need new layers of protection because of data leakage and cyber-attacks. 
	

	Remaining competitive, lately more businesses are adopting some digital strategy, to stay relevant and competitive you must follow the trend.
	High initial costs, many companies will struggle to find founding to start this transition. 
	


Digital transformation can have a great benefic impact to Green Heaven Florist, by adopting technology and creating an innovating business culture Liam and Priya Patel will be able to overcome the problem, prevent recurrence and take advantage of future opportunities and make strategic decisions in critical times.

2. Costumer Centric Strategy
Known also as costumer centricity, this strategy can be defined as a culture which have at its core the customer satisfaction, every decision or action is taken based on customer demands and needs (Bhasin, 2023).
For many companies having the customer at the core of the company is a common thing, instead of waiting for customers to knowledge the company or the product/service some companies are chousing to shift according to the customers. 

PMI analysis for Costumer Centric Strategy
	Plus
	Minus
	Interesting

	Deep understanding of the costumer, and by that creating loyalty and customer retention 
	Can be costly, a costumer centric strategy can have a negatively cost impact if the financial situation is not taken into consideration
	Constant gathering of costumer data can provide valuable insights 

	Happy costumers = increased sales
	Not all the costumers are right for the company, some customers can take advantage of the culture and the company policy 
	It can easily enhance personalization, costumers often expect personalize experiences 

	Increased referrals, loyal customers will refer the company or the product/service of the company and in this way the customer base can grow also the costs for advertisement can drop   
	Constant change can act like a double edge sword it can boost the company but also can negatively impacted 
	 Understanding your costumer better can help on taking better decisions 

	Great in highly competitive markets, it can offer an edge against competition provided by costumer experience
	
	

	Brings innovation, with the constant changes of customer demands the company will need to innovate constantly to meet customer satisfaction
	
	



A costumer centric strategi may prove successful for Green Heaven Florist in case due to their strong community ties and eco-friendly approach, bespoken flower arrangements praised by many of their costumers and non the less this strategy can offer a strong competitive edge to Liam and Priya Patel by harnessing customer loyalty. 



Justification for Selected Solution
Considering the data presented in the tow PMI analyses and the nature of the business runed by Liam and Priya Patel, the highly competitive environment and their relationship with the costumers and the community, I deducted that the best solution for their case will be a costumer centric strategy. 
Makdissi (2025, pp. 1720) in his article shows that a costumer centric strategy is highly effective in competitive markets among small and medium enterprises and counting the fact that Green Heaven Florist is a company meeting the same criteria I believe that this approach will benefit the most for company.

[bookmark: _Hlk205982530]Risk Analysis of the Selected Solution
Gillis (2025) is defining risk analyses as “the process of identifying and analysing potential issues that could negatively affect key business initiatives or projects”.
Sharma et al (2024, pp. 3707-3709) in their article is presenting a broad collection of data consisting of potential challenges, opportunities, strategies and recommendations, I will be using this to compose the following risk analysis, selecting the data relevant to Green Heaven Florist case study.
Costumer Centric Strategy Risk Analysis 
	Aspect
	Potential Risk
	Solution

	Technology integration
	High cost in adopting new technologies, learning barrier for the employees
	Phase implementation to manage costs and provide comprehensive training for employees 

	Feedback implementation 
	Overwhelming volume of feedback, misinterpretation of costumer input
	Use AI for feedback analysis, ensure prompt and transparent responses for costumer feedback 

	Costumer data management 
	Costumer privacy data concerns 
	Invest in data integration tools, train staff on data ethics and compliance 

	Adapting to marketing trends 
	Keeping up with rapidly changing costumer's expectations 
	Invest in research and trend monitoring, adapt strategies swiftly based on new data 

	Cost management 
	High cost of resources and technology for a comprehensive strategy 
	Allocate resources to the most profitable costumer segments, constant monitor 








Plan to Implement Costumer Centric strategy

	Action
	Description
	Time frame
	Staff responsible

	1. Expose the new vision/culture to the team
	Conduct brief meetings with the department leaders and the staff members. Explain in detail the new approach, the need for this change and the benefits. 
	1-2 weeks
	Liam and Priya

	2. Implement new reviews systems and collect data.
	Engage with the costumers encouraging them review/survey the product and the service.
Also conduct questioners regarding costumer needs. 
	1 month
	Staff members 

	3. Analise the data 
	Identify costumer needs, types of costumers and create a picture of customer satisfaction over the product and service 
	1 month 
	External company 

	4. Train the staff or employ new experienced staff 
	Train the existing staff into the new procedures and new technologies integrated. Employ new experienced personal to help with the transition 
	1-2 weeks
	HR, external training company

	5. Make adjustment based on costumer 
	Use the data collected and analyzed to identify opportunities or to avoid mistakes 
	Regularly every month 
	Liam and Priya 

	6. Measure the success 
	Use measuring indicators, KPIs to verify the efficiency  
	Monthly, quarterly,  yearly
	Liam and Priya 



Means of Measuring Effectiveness of Implementation of Selected Solution

In an article posted by Carpio-Talleux (2025) are presented some relevant key performance indicators:
· Attrition rate 
This indicator is measuring how many costumers the company loses over a certain period, calculated like the number of the costumers lost divided by the number of the costumers at the start of the period.
· CLV or Costumer Lifetime Value 
Measures the who much money a costumer brought to the company since was in touch with the brand. Helps to find opportunities among different costumer segments
· Net Promote Score 
It measures how many of your costumer would recommend your brand to others, it is important because it shows you level of business centricity.

· Customer Satisfaction Score (CSAT)
Measures the level of satisfaction right after the costumer interacted with the brand, usually conducted as short questioner at the end of the interaction.
Conclusion:
The repost presented shows the case of Green Heaven Florist how faced decline in sales over the last 12 months, the root cause of the problem was identified in the last assessment as the inability to adapt, based on that I picked up two potential solutions, on each one was conducted a PMI analysis, deducting that the most appropriate one to the case was a Costumer Centric strategy, considering also the size of the company and the nature of the problem, a risk analysis was contacted on the solution reviling cost risks and implementation risks coming also with solutions to this risks. Implementation plan was composed followed by some key performance indicators.

[bookmark: _Hlk208302504]
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