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[bookmark: _Hlk205982484][bookmark: _Toc638313421][bookmark: _Toc1490583030]Overview of Case-study
[bookmark: _Int_S8qa1m10]Green haven florists is an independent flower shop based in Norwich, UK. The business was founded in 2016 by two partners Liam and Priya Patel and is known for bespoke floral arrangements and environmentally friendly approach. The shop built a strong reputation in in local sales in-store by providing high quality flowers. However, the business has experienced a lost 30% decline in in-store sales due to reduced foot traffic, rising costs and increasing competition from online flower retailers. The root cause of problem is the shift in consumer behaviour towards online purchasing combined with Green Haven`s limited digital presence. Current website is outdated and difficult to navigate, and less customer coming. And other strong competition flower retailers and online florists has made it harder for the business. So, the business needs to improve its online presence and increase sales. 
[bookmark: _Hlk205982497][bookmark: _Toc1937380828][bookmark: _Toc78474416]Two Proposed Solutions
[bookmark: _Toc1457930138][bookmark: _Toc933188599]Solution 1: Improve social media 
[bookmark: _Int_6nRTpbh8][bookmark: _Int_2T0y4dyy]The first solution is to improve the company's social media marketing  (Ritz, Wolf, and McQuitty, 2019). Green haven florists will promote through social media platforms such as Facebook, Instagram, TikTok (Chatterjee and Kar, 2020). Regular posting images and short videos of new flower arrangements, seasonal products, and special offers could help attract new customers and increase business. Social media such as advertisement promotions also help the business and increase the customers. Social media also helps businesses communicate with customers. Customer feedback can also help bring more customers to the business.  Green haven Florists   reach more online customers and compete with other online flower retailers (Ritz, Wolf and McQuitty, 2019).

[bookmark: _Toc623992615][bookmark: _Toc1192277828]Solution B: Improve the website
[bookmark: _Int_VhIHwMhz][bookmark: _Int_A2EBvZB0][bookmark: _Int_muvtBGkj][bookmark: _Int_g6Nst5TZ][bookmark: _Int_zQAQc8tg][bookmark: _Int_rQiCBesl][bookmark: _Int_JaC0HHNT][bookmark: _Int_NTHXQcHb][bookmark: _Int_IvgVJ0Aq][bookmark: _Int_uEnEUObZ]Another solution is to improve the company's website. Because Green haven florists has a limited online presence and website is not easy for customers to use. Business could redesign the website so customers can easily see the flowers arrangements and place order online. In my opinion, simple and clear websites can help customers browse the product check price(Belance, Casalo and Guinallu,2012) list and use delivery services without visiting the shop. Websites should be work on smartphones because many people shop online by their phones. Improving website could help the business to attract more customers and increases sales (Lee and Kozar,2012). On the other hand, making a new website may require some extra cost and technical skills.
[bookmark: _Toc1848753510][bookmark: _Toc1786577405]Evaluation Results and Justifications
[bookmark: _Int_6cBIxG5B]Both solutions give benefits for Green haven florists, but they show the business problem in different ways. Solution A focuses on improving social media to promote the business and reach more customers online. Regular posts, photos, and videos of flower arrangements can attract new customers and increase business. Solution B focuses on improving the company website so customers can easily browse websites and place orders online. A clear and simple website can improve customer experience and make online ordering easier. The two solutions were evaluated using the PMI (Plus, Minus, Interesting) decision making technique (De Bono, 2006). This method helps compare different ideas by looking at the advantages and disadvantages shown in Appendix 1. After comparing both solutions, improving the website is  more effective because it directly solves the main problem identified in the case study, which is weak digital presence.
[bookmark: _Hlk205982530][bookmark: _Toc914707776][bookmark: _Toc741349969]Risk Analysis Results and Justifications
[bookmark: _Int_PD6rO876]Digital changes have many benefits but also some risks, it also involves potential risks such as lake of technical skills and technological challenges (Rupeika- Apoga and Petrovska, 2022) within the business. Liam and Priya may not have experience managing websites, online orders and digital marketing system ( Mandviwalla and Flanagan, 2021).  Another risk technical issue. Problems with the website or online payment systems could affect customer trust by online payments and purchasing. Developing a new website and managing social media platforms could create financial pressure if sales do not increase quickly.  These problems can affect the success of the plan if not managed properly (Faruque et al., 2024).  these risks can be managed by hiring a professional web developer, providing staff training, and starting with small marketing budgets. By planning carefully Green haven florists can reduce these risks while still can-do benefits by using marketing budgets. Overall, these risks are manageable if the business plans carefully and provide proper training and technical support.
[bookmark: _Toc615843595][bookmark: _Toc1075415733]Justifications for the Implementation Plan
An implementation plan is used  to guide how  the new strategy will applied  (Cater, Martin and Pucko, 2010).  firstly, the company should review the current website to identify technical problems and areas that need improvement. This will help a new website can be designed to support online ordering and improve the customer experience. Staff training is also an important step. Liam and Priya need to understand how to manage online orders, update website content, and respond to customer through social media platforms. when website ready   marketing campaigns, launched by videos on Facebook, Instagram, and TikTok to promote the new online services to customers. This plan helps  the the business is fully promote to  the new online services (Okumus, 2001). 
[bookmark: _Toc1206625604][bookmark: _Toc164047580]Justifications for the KPI and SMART Objectives
A key performance indicator (KPI) for this strategy is monthly online sales. This measures how much income is generated through online orders after the website relaunch ( Bhatti, Awan and Razzaq, 2014). The smart objectives is to increase online sales by 20% within six months after launching the new websites ( Ogbewi, 2017) just. It focuses on online sales and its measurable because the business can track revenue through sales data. It is relevant because currently green haven florist currently have a large gap in online market. And increasing online store sales will help solve the decline in instore sales. Finally, business target will be achieved within six months.
[bookmark: _Toc587295409][bookmark: _Toc1610365749] Key Findings
The analysis shows that Green Haven Florists is experiencing declining in-store sales mainly due to increased online competition and changing customer behaviour. Two solutions were considered: Improving social media and improving the company website. After evaluating both options using the PMI analysis, improving the company website was selected as the preferred strategy because it directly addresses the problem of weak online presence. Improving the website will allow customers to easily browse products and place orders online. Social media marketing will also help the business promote flower arrangements and attract new customers. By combining these strategies, Green haven Florists can increase online sales, attract more customers and remain competitive in the modern retail environment





Appendices



Appendix 1 – Task 

PMI Analysis Table

	Solution A ( Improve Social Media)

	Plus
	Minus
	Interesting

	Helps promote business to wider audience +4
	Need to post content regularly -3
	Customers may share photos of flowers +2

	Low-cost marketing compared to advertising +3
	Negative comments or reviews possible -2
	Social media can attract new customers +3

	Direct communication with customers +4
	Need staff to manage accounts -2
	 Promotions can be shared quickly +2

	TOTAL : +11
	TOTAL : -7
	TOTAL : +7


[bookmark: _Hlk210816971] Overall Total for Solution A = 11-7+7=+11


	Solution B( Improve the company website)

	Plus
	Minus
	Interesting

	Customers can order flowers anytime +5
	Cost of creating the website -3
	 long term customer loyalty

	Customers can easily browse products +4
	  Need technical skills to manage the website -3
	 Online payment system can be added +2

	Can increase online sales +4
	Technical problems may affect customers -2 
	 Customers can order without visiting the shop +2

	TOTAL : +13
	TOTAL: -8
	TOTAL : +7



 Overall Total for Solution B = +13-8+7= +12




Appendix 2 – 

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
	
Lack of digital skills
	3
	4
	12
	Staff training
	Hire external IT help

	2
	Website technical failure

	2
	4
	8
	Test website before launch
	Fix quickly and inform customers

	3
	Marketing costs too high

	3
	3
	9
	Start with small budget
	Adjust marketing strategy


 


Appendix 3 – 
Implementation Plan

 Problem: Decline in sales due to weak online presence and low digital marketing
 Solution: improve company website to support online ordering and use social media marketing to reach more customers 
	
	Task 
	WHAT
(does this involve)
	WHEN

	WHO

	Done

	
1

	Review current website

	check current website to find technical problem, navigation issues and   need improvement for online ordering
	
Week 1
 website review and identify areas for improvement

	

Manager 
	Website review completed and improvement areas identified



	
2

	Develop new website
	Design website user friendly website That allows customers to browse product, place order online and request delivery services 
	Week 2-3
Website design and development process

	
Web developer

	
New website developed and ready for testing



	3


	Train staff for online orders
	Train staff to manage online orders, update the website and reply to customers online
	Week 3
Staff training on website management and online orders
	Manager 


	

Trained staff and able to manage online orders.


	
4

	Launch social media marketing

	Promote the business online using TikTok, Facebook, Instagram by posting pictures videos and offers

	Week 4
Start social media promotion 

	Marketing staff


	
Social media campaign launched and customer's informed about online services













The KPI is used to measure how successful the strategy is. The table below shows the SMART objectives
 
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	 
 Increase online flower sales by improving the website and using social media
 
 
 
 
 
	 
 Business can track number of online orders and monthly sales
 
 
 
 
	 
 Company will improve the website and use social media to reach more customers
 
 
	 
 
 This is relevant because green haven florists have low online visibility and declining in-store sales
 
 
 
	 
 
 
 Goal is to increase online sales by 20% within six months after launching new website 
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