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Overview of Green Haven Florists shop.
Haven Florists is a small, independent flower shop located in Norwich, UK. The shop is known for its exclusive floral arrangements and eco-friendly packaging. Also, the business used personal touch which resonated with customers. The shop served normal and corporate clients, as well as wedding. However, Green Haven Florists is currently seeing a 30% decline in in-store sales. The profitability slow down, because operational costs grow and online flower delivery services make a strong competition. The owners are now faced with the challenge of adapting their business model to survive in a rapidly changing retail environment.
The root problem of Green Havan is the 30% decline in in-store sales.
The root external causes are foot traffic has reduced and the appearance of two new competitors on the local market. 
The root internal cause is outdated and difficult to navigate website and are not flexible delivery options.
The solutions to the root problem.
The first decision is to create a new website. The new website must be easy to navigate and have all the necessary components to meet modern customer requirements.
Green Haven should modernised website and stronger digital marketing strategy, including social media promotion and online ordering improvements. The website should be mobile-friendly, easy to navigate, and include clear product listings, delivery options, and promotions. Increased activity on platforms like Facebook and Instagram can showcase arrangements and attract new customers.
This solution tackles the root problem of reduced foot traffic and weak online presence by improving accessibility and visibility. A better digital experience will increase online sales, attract a wider audience, and help Green Haven compete more effectively with both local and national online florists.
The second decision is Delivery Service. Green Haven Florists should introduce an Enhanced Delivery Service, offering same-day delivery, flexible time slots, and click-and-collect options. Customers would be able to choose convenient delivery windows and place orders easily through an improved online system. This service focuses on speed, convenience, and reliability—key factors influencing modern purchasing behaviour.
This solution directly addresses the root problem of declining foot traffic and lost sales to online competitors. By improving delivery options, Green Haven can meet customer expectations for convenience, increase online orders, and remain competitive against larger retailers, ultimately boosting both sales and customer satisfaction.
Evaluation Results and Justifications.
Developing a modern website can boost sales by improving accessibility and enabling online purchases. Adapting to digital trends is essential for competitiveness (Brooks et al., 2011), and a strong online presence supports long-term growth in the floral sector (Floral Consumer Trends, 2025). However, enhancing delivery services can increase sales by improving convenience and addressing reduced accessibility (Adair, 2022). As customers prioritise speed and same-day delivery, improved services can drive customer satisfaction and short-term sales growth (Floral Industry Trends, 2025).
According to Media Village (2026), the average cost of creating a modern small business website in the UK typically ranges between £1,500 and £5,000, depending on complexity and whether a freelancer or agency is used.
Many small businesses in the UK use third-party courier services to offer flexible and cost-effective delivery options, reducing the need for significant upfront investment (Startups.co.uk, 2025).
Based on the Grid Analysis results, Enhanced Delivery Service is the most appropriate solution, achieving the highest overall score. It directly addresses the root problem of declining sales by improving convenience and meeting customer demand for fast, flexible purchasing. The criteria—Impact on Sales, Customer Convenience, Cost, Time to Implement, and Ease of Implementation—were selected to balance market impact and business feasibility. Weightings reflect their priority, with Impact on Sales highest, followed by Customer Convenience, then Cost, Time, and Ease of Implementation. This solution is practical, cost-effective, and likely to deliver immediate results, supporting both short-term revenue and customer satisfaction.

Risk Analysis Results and Justifications
Main risks include late deliveries and damaged items; using preventive measures ensures reliability and customer satisfaction (Sproull, 2018).
Customer dissatisfaction is the main risk for Green Haven’s delivery service, as delays, damaged items or poor communication can reduce sales and harm reputation. Likelihood and impact scores highlight late deliveries the score is 15.
Incorrect/damaged items and poor communication with customers (the score is 10) are critical factors. 
Preventive actions include careful scheduling, quality checks, secure packaging, and clear communication. Contingency actions involve promptly notifying customers, offering replacements, refunds, or discounts, and maintaining proactive support. Addressing this risk ensures customer satisfaction, repeat purchases, and sustained revenue, making delivery service a feasible and effective solution.
Justifications for the Implementation Plan
The tasks are ordered to ensure a logical and efficient rollout of the Enhanced Delivery Service. Planning is completed first to allocate resources and define responsibilities. System setup follows to prepare processes and train staff before operations begin. A pilot launch is then used to test and refine the service, reducing risk before full implementation. This structured approach reflects effective problem-solving and implementation practices (Sproull, 2018). Responsibilities are assigned based on roles and expertise to ensure accountability and efficiency. This sequencing minimises errors, supports smooth execution, and increases the likelihood of successful implementation.

Justifications for the KPI and SMART Objectives
The proposed KPIs—on-time deliveries (ensuring reliability), order accuracy (preventing errors), and customer satisfaction (measuring overall service quality)—directly track the success of the Enhanced Delivery Service. The SMART objectives are Specific (clear targets for delivery performance), Measurable (quantified percentages for timeliness, accuracy, and feedback), Attainable (realistic improvements via staff training and process updates), Relevant (linked to customer satisfaction and business growth), and Time-Bound (achievable within three months), following the structured approach recommended by Doran (1981). Together, these KPIs and SMART objectives provide a clear framework to monitor performance, identify issues, and support continuous improvement.
Key Findings
Green Haven Florists is experiencing a 30% decline in in-store sales due to reduced foot traffic, new local competitors, and an outdated website.
Improving the digital presence with a modern, mobile-friendly website and strong social media marketing can increase accessibility, attract new customers, and boost online sales (Brooks et al., 2011; Floral Consumer Trends, 2025).
Introducing an Enhanced Delivery Service with same-day delivery, flexible time slots, and click-and-collect addresses customer expectations for convenience, increases satisfaction, and supports revenue growth (Adair, 2022; Startups.co.uk, 2025).
Structured implementation planning, including pilot testing and staff training, minimises risks, ensures accountability, and supports successful rollout (Sproull, 2018).
KPIs and SMART objectives provide measurable, achievable, and time-bound goals to monitor performance and enable continuous improvement (Doran, 1981).
[bookmark: _Hlk208302504]
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Appendix 1 – Grid Analysis Table

Grid Analysis Table
	Factors to consider
	Impact on Sales
	Customer Convenience
	Cost
	Time to Implement
	Ease of Implementation
	Total

	Weighting
	5
	5
	4
	4
	3
	

	New Website
	5
25
	5
25

	1
4
	2
8
	3
9
	71

	Delivery Service
	5
25

	5
25
	5
25
	4
16
	4
12
	103


Adapted from: Proctor, T (2019) Page 264
A modern website boosts sales by improving access and supporting digital competitiveness (Brooks et al., 2011; Floral Consumer Trends, 2025).
Enhancing delivery increases sales by improving convenience and speed, driving short-term growth (Adair, 2022; Floral Industry Trends, 2025).
Website costs in the UK typically range from £1,500 to £5,000 (Media Village, 2026).
Many UK small businesses use third-party couriers for flexible, low-cost delivery (Startups.co.uk, 2025).



Appendix 2 – Risk Analysis Table

Risk Analysis Table - Customer dissatisfaction (timing/quality)
	
	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
	Late deliveries
	3
	5
	15
	Schedule carefully. Use reliable couriers. Real-time tracking.
	Notify customer immediately. Offer apology or discount. Reschedule quickly.

	2
	Incorrect or damaged items

	2
	5
	10
	Quality checks. Secure packaging. Staff training.
	Replace item promptly. Offer refund or replacement. Communicate apology.

	3
	Poor communication with customers

	2
	5
	10
	Automated notifications. Clear time slots. Follow-up messages.
	Contact customer proactively. Provide updates. Resolve complaints quickly.


Adapted from: Sproull, 2018. Page 108



Appendix 3 – Implementation Plan

Implementation Plan

Name the problem you are solving: Declining sales due to lack of flexible delivery options.
Name the solution you are implementing: Enhanced Local Delivery Service
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	Plan delivery service


	Identify delivery areas, select courier partners, allocate budget, assign roles
	Week 1


	Owners and Staff (in the future)
	Delivery plan and responsibilities are clear

	2
	System Setup

	Update / create ordering system, add time slots, tracking, train staff
	Week 2


	Owners and Staff (in the future)
	Ordering system tested; staff trained in delivery procedures

	3
	Pilot Launch

	Conduct trial with selected customers, monitor delivery times and quality
	Week 3 
and 
Week 4
	Owners and Staff (in the future)
	Feedback collected; issues identified and addressed

	4
	Full Implementation
	Roll out service to all customers, monitor performance and satisfaction, adjust processes
	Week 5

	Owners and Staff (in the future)

	Delivery service operational; performance and customer satisfaction monitored


Adapted from: Institute of Leadership & Management (2013, page 102)



Appendix 4 – KPI

The Key Performance Indicator is: Enhanced Local Delivery Service
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Deliver orders on schedule


Deliver correct items


Improve delivery experience
	% of deliveries arriving on time

95% of orders delivered without errors

95% of positive customer feedback

	Increase from 80% to 95%


Achievable with staff training and checks

Achievable through process improvements
	Improves customer satisfaction

Ensures reliable service

Supports retention and sales

	Within 3 months


Within 3 months


Monthly over 3 months


SMART goals help provide clarity and structure by ensuring objectives are specific, measurable, achievable, relevant and time-bound (Think Marketing Magazine, 2012).





Page 2 of 2

