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Introduction
My report will be about business problem of small, independent flower shop – Green Haven Florists (established in 2016, Norwich, UK), and I will provide a solution for this problem. Business problems - are current or long term challenges and issues faced by a business (Spacey, 2024). The company has built a strong reputation for bespoke floral arrangements, eco-friendly packaging and close community ties. But, over the last year, Green Haven Florists has faced a significant downturn in revenue and foot traffic due to rising operational costs, competition from online flower services, and changing consumer behaviour. 
This report aims to analyse the main business problem facing Green Haven Florists, propose and evaluate two alternative solutios using PMI (Plus-Minus-Interesting, 1960) evaluation tool, select the most appropriate solution, conduct a basic risk analysis  of the chosen approach, produce implementation plan and measure it effectiveness.

Explanation of business problem
The primary business problem facing Green Haven Florists is a decline in profitability caused by reduced in-store sales and increased competitive pressure. Over the last 12 months, the business has experienced a 30% decline in in-store sales. Although online orders have increased slightly, this growth has been insufficient to offset the loss of foot traffic. This decline reflects broader changes in consumer behaviour, with customers increasingly favouring the convenience, pricing, and delivery options offered by large online flower retailers.
Several contributing factors intensify this problem. First, the shop’s physical location has become less advantageous due to reduced high-street activity caused by nearby business closures. Second, rising costs—particularly for imported flowers and sustainable materials—have eroded profit margins. While Green Haven’s commitment to eco-friendly practices aligns with its brand identity, it has also increased operating expenses during a period of inflation and supply chain disruption.
Additionally, the business faces internal challenges related to digital capability. Customer feedback indicates dissatisfaction with the outdated website, limited delivery options, and lack of subscription services. Internally, Liam and Priya rely heavily on word-of-mouth marketing and occasional social media posts, which limits the shop’s visibility in a highly competitive digital marketplace. The entry of two new competitors - a boutique florist with a strong Instagram presence and a national chain offering aggressive pricing - has further intensified competitive pressure.
Overall, the core business problem can be summarised as Green Haven Florists’ inability to adapt its traditional business model to a rapidly digitising and price-sensitive retail environment, threatening its long-term sustainability.

Two Alternatives solutions
I defined two the most appropriate potencial strategic solutions:
1) Invest in digital transformation and online growth
2) Focus on differentiation through community engagement and premium niche positioning
Each solution I will evaluate with PMI evaluation tool below.

Evaluation of Alternative Solutions Using PMI
Digital Transformation and Online Growth (Solution 1)
This solution involves upgrading the company’s website, introducing online subscriptions, expanding delivery options, and implementing a structured digital marketing strategy using social media and email marketing.




PMI evaluation for solution 1
	Plus
	Minus
	Interest

	1. Improves customer convenience through online ordering and flexible delivery options. +10marks
	1. Requires investments.
-5 marks
	1./ Digital channels could be used to communicate the shop’s sustainability values more effectively
+7 marks

	2. Enables Green Haven to compete more effectively with online retailers. 
+10 marks


	2. Increased online orders may strain operational capacity if not well managed.
-3 marks
	2./ Data from online customers can inform personalised marketing and product development.
+6 marks


	3. Subscription services create predictable, recurring revenue.
+8 marks

	3. Competing on digital platforms may still be challenging against large national chains with greater resources. -5 marks
	3./ Potential partnerships with local businesses or eco-friendly brands could be explored online
+5 marks

	4. Enhanced digital presence increases brand visibility beyond the local area. +9 marks
	
	

	Total = +37
	Total = -13
General = +42
	Total = +18





PMI evaluation for solution 2
This solution focuses on strengthening Green Haven’s identity as a local, premium, eco-conscious florist. It would involve hosting workshops, collaborating with local organisations, and targeting customers willing to pay higher prices for bespoke and sustainable products.
	Plus
	Minus
	Interest

	1.Builds on existing strengths such as community ties and sustainability ethos. 6 marks

	1.Limited market size for premium products may restrict revenue growth. -8 marks
	1. Workshops and events could generate additional revenue streams. +8 marks


	2. Reduces direct price competition with national chains. 7 marks

	2. Success depends heavily on consistent customer engagement. -7 marks
	2. Community storytelling could enhance brand reputation. +7 marks


	3. Strengthens customer loyalty and brand authenticity.
6 marks
	3. Does not fully address declining online demand and digital visibility. -6 marks

	3. Opportunities to attract corporate or wedding clients seeking ethical suppliers. +4 marks


	Total = +19
	Total = -21
General = 17
	Total = +19







Selection of the Most Appropriate Solution

After evaluating both alternatives, Digital Transformation and Online Growth is the most appropriate option for Green Haven Florists.
While Solution 2 aligns closely with the company’s existing values, it does not sufficiently address the fundamental shift in consumer purchasing behaviour toward online channels. The main issue facing Green Haven is not a lack of product quality or brand values, but rather limited accessibility and visibility in a digital-first market. Digital transformation directly tackles this challenge by modernising customer touchpoints and improving convenience.
Additionally, digital growth does not require abandoning community values. Instead, it provides a platform to amplify them. Through social media, blogs, and email marketing, Green Haven can showcase its sustainability practices, behind-the-scenes craftsmanship, and local partnerships to a broader audience. Subscription services also align well with eco-conscious consumers who value regular, curated floral deliveries. Therefore, Solution 1 offers a more balanced and sustainable approach by addressing both immediate revenue challenges and long-term competitiveness, while still supporting Green Haven’s core identity.








Risk Analysis of the Digital Performance
Although digital transformation offers significant benefits, it also presents several risks that must be managed carefully, I will divide them into groups.
1. Financial risks
· The initial cost of website redevelopment, digital marketing tools, and delivery logistics could strain cash flow. If online sales growth is slower than expected, the return on investment may be delayed.
· Mitigation: Implement changes in phases and set clear performance metrics to monitor return on investment.
2. Skills and capability risks
· Liam and Priya currently have limited experience in digital marketing, which could reduce the effectiveness of online sales.
· Mitigation: Invest in basic training or outsource specific digital tasks to specialists.
3. Operational skills
· An increase in online orders may overwhelm existing staff and processes, potentially affecting service quality.
· Mitigation: Introduce order management systems and adjust staffing levels during peak demand periods.
4. Competitive risk 
· Despite improvements, Green Haven may still struggle to compete with national chains on price and delivery speed.
· Mitigation: Focus on differentiation through quality, sustainability, and personalised service rather than price competition.



Implementation Action Plan
	Actions
	Description
	Time frame
	Staff responsible

	1.Planning and Preparation.

	Audit the website and define what need to be improved, set budget and timeline, select digital service specialists.
	01.12.25 – 01.01.26
	Liam and Priya, external IT specialist

	2.Upgrading the website and online ordering system.
	Ensure data protection, test and develop upgraded website, implement subscription and delivery features.
	02.01.26 – 31.01.26
	External Web developer

	3. Digital marketing and customer engagement.
	Launch social media campaigns (Insta, Facebook), send promotions
via email, create a digital marketing plan.
	01.02.26 – 01.04.26
	Liam and Priya, external consultant

	4. Staff Training and Process Integration
	Provide a training for staff from Digital skills and how to handle online orders.
	02.04.26 – 12.04.26
	Liam and Priya Team

	5.  Monitoring, Review, and Continuous Improvement

	To monitor the website daily, check and analyse customer feedbacks, make some improvements if needed.
	Ongoing
	Liam and Priya







Measuring the Effectiveness of Implementation
I will use Key Performance Indicator (KPI) to measure the effectiveness of the Digital Transformation. KPI - it is a quantifiable measurement that tracks progress toward a specific business objective over a set period of time. KPIs help businesses set goals (targets), monitor their achievement (milestones), and identify areas for improvement ( Klipfolio, 2025).
The following KPIs can determine the success to evaluate effectiveness of Green Haven Florists:
· Online sales growth: Increase in revenue generated from online orders compared to pre-implementation levels -  monitor daily.
· Subscription uptake: Number of customers enrolled in flower subscription services – monitor once a month.
· Website traffic and conversion rate: Growth in website visits and the percentage of visitors who make a purchase – monitor once a month.
· Customer retention rate: Repeat purchases and subscription renewals – monitor per quarter.
· Delivery performance: On-time delivery rates and customer satisfaction with delivery options – monitor daily.

Conclusion
Overall, I believe if Liam and Priya improve them Digital performance, they will increase them revenue like minimum on 30% per year. The decision implementation plan provides a structured and realistic pathway for Green Haven Florists to solve its complex business challenges through digital transformation. By carefully planning, executing, and monitoring each stage, the business can minimise risks and maximise benefits. Measuring effectiveness through well-defined KPIs, customer feedback, and financial performance ensures that the solution remains aligned with strategic objectives and supports long-term business sustainability.
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