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[bookmark: _Toc214349901]The Explanation of the Specific Business Problem 
[bookmark: _Toc214349902]Business Overview 
Green Haven Florists is a floral business founded in 2016 in  Norwick, specifically on the high street. The business gained a good reputation for its floral arrangements, sustainability and close community ties. Being placed on the high street, the business used to register high foot traffic. However, Green Haven Florists is currently facing decline in foot traffic and revenue, with losses of 30% in-store sales. Some reasons are with references to the rising costs, as well as the development of digital competition and new market entrants. 

[bookmark: _Toc214349903]The challenges 
There are several problems Green Haven Florists face, including: 
1. Weak digital presence (Ryan, 2025.)
2. Decline in foot traffic and in-store sales 
3. Operational and supplying costs are rising 
4. Increased competition
5. Customer expectations changing i.e., need to modernise and adapt to online experiences 

[bookmark: _Toc214349904]The Specific Problem 
The main challenge Liam and Priya are facing is due to the fact that the business they operate do not meet the customers’ expectations, especially modern customers in the digital matters. The customers behaviours have changed and will shape in order to align with the new digitalisation era, fact which Green Haven Florists need to keep up with to thrive. A strong and competitive online presence is needed to increase customer experience, satisfaction and engagement (FSB.org., 2025.)

[bookmark: _Toc214349905]The Suggested Two Alternative Solutions 
[bookmark: _Toc214349906]Solution A Proposal – Optimise the Digital Experience (make it modern) 
This solution focuses on reshaping the outdated and difficult to navigate website which is a main concern as clients have complained about this. This can include mobile optimisation, categorisation of products and e-commerce features in terms of subscriptions and memberships, afferent discounts, flexibility for delivery including same-day opportunities – over 80% of people stated they prefer same-day delivery (Saleh, 2025.) More than this, the owners can offer online only discounts or offers in order to attract clients and create awareness. The reason why this might work is because it is a direct respond to the clients’ complaint about the outdated website – they will feel that they are listened to and will also target a broader target market, such as people preferring online shopping rather than in-store. 

[bookmark: _Toc214349907]Solution B Proposal – the alternative solution would be to focus on digital marketing, such as having a strong and competitive presence online on the social media platforms, including Facebook, Instagram and mainly on TikTok where awareness can be raised about the business (Bell, 2024.) This would mean for the business to have a designated individual to be in charge of the social media pages to create and post content, engage with customers, respond to queries and so much more. Many people, especially young adults prefer businesses with a strong online presence and this can also pe a criteria of credibility for some of them (Experian, 2025.)

[bookmark: _Toc214349908]Justification for Selected Solution 
Solution A – Optimise Digital Experience and Modernise it is the most effective solution because it is directly proportional with the root cause in term of customers who complained about the outdated website. For example, this solution directly address the online shopping experience for clients wanting to purchase the good from the comfort of their home just with few clicks away – in addition, there would be strong and flexible delivery options, including same-day facilities (Gosling, 2025.)

In plus, Green Haven Florists would also address the issues caused by the competitors that already provide people with a strong digital experience – this means that the business will no longer be an outsider when it comes to the modern online shopping and will start to level with them. With the correct approach, Green Haven Florists can actually become a leader, fact which is a strong foundation for the long-term plans, goals and growth (Paun, 2020.) 

However, the alternative solution (Solution B) would also be effective but only after the digital experience is strong as this does not address the root cause like the chosen solution, Solution A, and it is more focused for the digital marketing and targeting other customers – although this is very helpful and a great addition for the business, at the moment, this is the best option. 

[bookmark: _Toc214349909]Risk Analysis of the Solution 
There are several risks associated with Solution A, including but not limited to the high costs for the website, especially considering the low revenue of the business due to the decline in sales. Another risks can be regarded to the technical issues that the new system i.e., the website, the online payments, etc may face. Should these happen, the owners need to quickly resolve the issue and reassure the clients that the situation is under control. The maintenance costs can represent another risk factor as the technological development is constant and the business needs to keep with it. Working with professionals will help the business to avoid delays or other issues, such as malfunction, which also represents a risk (DT, 2025.)

However, even with these risks, the chosen solution is still reliable – the reason for this is because a careful approach, including a strong plan of implementation and good maintenance will help the business to diminish or even avoid facing these risks (BBB, 2025).

[bookmark: _Toc214349910]Plan to Implement the Selected Solution 
In order for the selected solution to be successful and actually help the business with its issue, a correct approach is needed, including a good and clear plan to follow and to always adhere to it (Brearley, 2025.)

The challenge that Green Florists faces is complex and needs a lot of care and thought, therefore a process of 8 week is needed in order to offer each phase of the plan enough time to be created and tested. On the contrary, if enough time is not allocated to each and every phase, thus the project will be rushed fact which can damage and delay the implementation of the solution – this is a long-term position which needs to be carefully approached (Sage Journals, 2025.)


[bookmark: _Toc214349911]Means of Measuring Effectiveness of Implementation of Selected Solution 
Increasing the numbers of online orders, customer engagement and customer satisfaction is very much important for the business. These are some of the most significant means of measuring the effectiveness of implementation of the selected solution (Martins, 2025.) 

For example, monitoring the customers online traffic will enable the business to see how many people interact with it and get analytics. Seeing increase in profits will help the business understand that their approach is working and clients are happy. Realistic time is also important as the first 3 month are critical, but a low and steady stabilisation is both important and needed for an effective implementation and success. 

[bookmark: _Toc214349912]Key Findings 
i. The main challenge is due to the misalignment of the changes in consumers preferences such as online orders, easy to navigate website, etc with the business model that follows a more traditional way such as in-store sales. 
ii. The best solution to this is to develop the website, make it easy to navigate, keep it up to date, offer flexible delivery and offers. 
iii. There are risks associated with this, including technical issues, but these can be avoided with a correct approach. 
iv. The implementation is most likely to be successful and with good impact for the business. 
v. Being steady and consistent will help on the long-term run. 
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[bookmark: _Toc214349915]Appendix 1 – Grid Analysis
	Factors 
	Weight(1-5)
	Solution A 
	Score x Weight 
	Solution B 
	Score x Weight 

	Addressing the root cause 
	5
	5 - Delivers what customers asked for – better online experience.
	25
	2 - Does not directly address the root cause but helps it. 
	10

	Sustainability (long-term)
	5
	5 - Represents a good foundation to build on i.e., digital marketing 
	25
	2 - A point is given to awareness, but again, if the website is outdated people will not be too happy to support the business.
	10

	Sales impact 
	5
	5 - Increases online sales, especially as clients complained. 
	25
	3 - Can help raise awareness but if the website does not work there is only so much that can be done. 
	15 


 











[bookmark: _Toc214349916]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
	Technical Issues

	3
	4
	12
	Consult with several developers and choose the one with shared values and preferences. Test the website many times before final implementation. 
	Technical support should be available any time and let the customers now if this happens and reassure them that the website will be back to normal as soon as possible. 

	2
	High Costs 

	4
	5
	20
	A clear budget is needed and adhering to it is very important. A comparison of multiple sources is required to find the best sustainable and suitable one. 
	Some features help businesses to spread the costs over longer periods of time. Business’ grants may also be available.

	3
	Maintenance 

	3
	3
	9
	Updates are the best friend to a good maintenance. Knowledge and skills also help to maintain it.
	Contact support 













[bookmark: _Toc214349917]Appendix 3: Implementation Plan 
The Problem: Misalignment between consumers preferences (digital experience) and business model (in-store preferences)
The Solution: Optimise Digital Experience and Modernise
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	
Planning 

	
Set clear goals, such as ensuring that the business offers flexible delivery options.

	

Week 1 
	 
Business Owners 

	

TBC

	2
	
Budgeting 

	
Set a clear budget with an emergency backup just in case. Spend the money wisely 

	

Weeks 1-2 
	

Business Owners 
	

TBC

	3
	
Hire web developer 

	
Research and consult with developers – ensure clear discussion happens. 

	

Weeks 2-3 
	

Business Owner 
	

TBC

	4
	
Develop website 

	
Work together with the developer to decide upon designs. 

	

Week 4-6 
	
Developer and potentially the business owners 
	

TBC

	5
	
Test before launch 

	
Look for any bugs or lag 
	

Week 6-8 
	
Developer & Business Owners 
	

TBC








[bookmark: _Toc214349918]Appendix 4: KPI/SMART 
Digital experience enhanced by development of website 
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	
Online orders will increase and customers will be happy as they needed an up-to-date website and easy to navigate. 





	
Shifts (towards the best) in profits should be seen and so should online orders. Keeping a note of this will help. 




	
At first, at least until people hear about the new developed website a low but steady increase in order is good. Customer engagement and satisfaction will also increase 




	
This solution is directly addressing the root problem of the business i.e., declining in sales and revenue due to the customers wanting a better digital experience i.e., online shopping made easier. 




	
The first 3 months after the implementation some changes towards the best should be seen. The other 3 months after that the things, including revenue and sales should start to be stable. 
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