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[bookmark: _Hlk205982484]
Task 1: Overview of Case-study

· [bookmark: _Hlk210817679][bookmark: _Hlk205979492]Green Haven Florists is a small independent flower shop located in Norwich, UK. The business was founded in 2016 by Liam and Priya Patel. The company became popular for its bespoke floral arrangements, eco-friendly packaging and strong relationship with the local community. However, the business has experienced a significant decline in sales over the past year, with in-store sales falling by around 30%. 

· The root problem impacting the business is the reduction in customer foot traffic and increased competition from online flower retailers. Several factors contribute to this issue, including rising costs of fresh flowers, an outdated website and limited digital marketing. Additionally, changes in customer behavior, with more people preferring convenient online shopping and delivery services, have made it more difficult for Green Haven to remain competitive. 

[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions

Solution A Proposal: Improve Digital Presence and Online Sales

· One solution is to improve the company’s digital presence. This could include redesigning the website to make it easier to navigate and adding a modern online ordering system. The business could also invest in digital marketing and search engine optimization (SEO).

· For example, Green Haven could actively promote its products on Instagram and Facebook, showing images of floral arrangements and customer events. The business could also introduce online promotions and subscriptions services such as monthly flower deliveries. This would help attract new customers and compete with online retailers. 


· Digital marketing can help businesses reach a larger audience and increase brand awareness (Chaffey and Ellis-Chadwick, 2019). 


Solution B Proposal :  Introduce Subscription and Local Delivery Services 

· Another solution is to introduce subscription services and improved local delivery options. Customers could subscribe to weekly or monthly flower deliveries for homes, offices or special occasions. 

· This model is becoming increasingly popular because it provides convenience for customers and stable revenue for businesses. Green Haven could also partner with local businesses such as cafes, hotels or offices to supply fresh flowers regularly.

· This approach would allow the business to build stronger relationships with customers and create a more predictable income stream. According to ( Kotler and Keller, 2016), business that focuses on customer relationships and services innovation can improve customer loyalty and long-term success. 

Task 3b) Evaluation Results and Justifications based on Grid Analysis

· The results from the Grid analysis show that Solution 2 (subscription and delivery service) achieved a slightly higher score than Solution 1 making it the most appropriate option. This is because it provides regular income and improves customer loyalty.

· The criteria used such as cost, impact on sales ease of implementation and customer satisfaction are important because they directly affect business success. Higher weightings were given to impact on sales and customer satisfaction, as these are the main problem in the case. Although digital marketing is important the subscription service offers more long-term stability. Therefore, solution 2 is the most suitable choice for Green Haven Florists.


[bookmark: _Hlk205982530]Task 4b) Risk Analysis Results and Justifications

· The risk analysis shows that the main risk includes low customer response to digital marketing, high development costs and difficulties managing delivery services. These risks were assessed using likelihood and impact, which are effective criteria because they help prioritise risks based on how serious and frequent, they may be.

· The highest risk relates to marketing effectiveness, showing the importance of targeting the right audience. However, these risks can be reduced through planning and monitoring. Overall, the solution is reliable because the risks are moderate and manageable, while the potential benefits, such as increased sales and customer loyalty are significant.

Task 5b) Justifications for the Implementation Plan

· The tasks are ordered logically, starting with website development because it is the foundation for online sales and marketing. Without a functional website, later tasks would not be effective. Digital marketing is scheduled next to drive traffic to the new platform. Subscription and delivery services are introduced last, as they depend on the online system being fully operational.

· Responsibilities are divided between Liam and Priya to ensure accountability and effective teamwork. Scheduling is realistic to allow time for testing and adjustments. These decisions ensure a structured approach, reduce risks and support smooth implementation, making the plan practical and effective for business growth.



Task 6b) Justifications for the KPI and SMART Objectives
[bookmark: _Hlk205981688]
· The proposed Key Performance Indicator (KPI) is to increase online sales, as this directly addresses the main problem of declining revenue and reduced foot traffic. Focusing on online sales is important because customer behaviour has shifted towards digital purchases, making it a relevant and measurable indicator of business performance.

· The smart objective is to increase online orders by 20% within six months. This objective is specific and measurable through website data, and achievable with improvements on the website and digital marketing. It is relevant as it supports business growth, competitiveness, and time bound allowing progress to be monitored effectively. This ensures clear direction and accountability for the business (Doran,1981)

Task 7) Key Findings

· Green Haven Florists has lost many in-store customers due to less foot traffic.

· Online competitors offer cheaper prices and fast delivery, attracting more customers.

· The business website is outdated and not easy to use.

· Digital marketing is weak, so the business is not reaching new customers.

· Costs of flowers and materials have increased, reducing profit.

· Improving the website and online marketing can increase sales.

· Subscription and delivery services can create regular income.

· These solutions can help the business stay competitive and grow in the future.
[bookmark: _Hlk208302504]
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Appendices




Grid Analysis Table

Solution 1: Improve website and digital marketing 
Solution 2: Introduce subscription and delivery service 

	Factors to consider
	Cost 
	Impact on sales 
	Ease of implementation
	Costumer satisfaction 
	Total

	Weighting      
	4
	5
	3
	4
	

	
Solution 1
	3 (3x4=12)
	5 (5x5=25)
	3 (3x3=9)
	4 (4x4=16)
	62

	
Solution 2
	4 (4x4=16)
	4 (4x5=20)
	3 (3x3=9)
	5 (5x4=20)
	65




· Grid analysis is a decision-making tool used to compare different options based on important factors. Each factor is given a weighting depending on its importance and each solution is scored. In this case the two solutions for Green Haven Florists are improving digital marketing and introducing a subscription service. 

· The results show that the subscription and delivery service has a slightly higher total score, meaning that it may be the better option overall. However, both solutions are valuable and can work together to improve business performance. Grid analysis helps managers make more objective and structured decisions (Mind Tools, 2022).
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      Appendix 2 – Task 4a 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
	New website and digital marketing may not attract enough customers.
	3
	4
	12
	Conduct market research and use targeted social media marketing.
	Review the marketing strategy and adjust advertising or promotions.

	2
	High costs for developing the website and online system.
	3
	3
	9
	Use affordable website platforms or freelance designers.
	Control spending and introduce improvements gradually.

	3
	Problem managing delivery and subscription services.
	2
	4
	8
	Create a clear delivery schedule and use order management tools.
	Inform customers quickly and offer alternative delivery times.



Short Justification
· Risk analysis is an important tool in decision making because it helps businesses identify potential problems before implementing new strategies. In the case of Green Haven Florists, the main risks include the cost of developing a new website, the possibility that digital marketing may not attract enough customers and operational challenges related to delivery services.
· Each risk is evaluated based on its likelihood and impact to calculate a risk factor; by identifying these risks, the business can prepare strategies to reduce or manage them. This helps the company make more informed decisions increases the chances of successful implementation of new business strategies. (Hillson, 2017)

Appendix 3 – Task 5a Implementation Plan

Name the problem you are solving: Decline in sales due to low traffic, weak online presence and strong competition.
Name the solution you are implementing: Improve digital presence (new website and marketing) and introduce subscription/delivery service.
	Task
	
	WHAT

	WHEN

	WHO

	Done

	1
	


	Redesign and update the website with online ordering system 
	
      2-3 months 
	Liam and Web designer 


	
Not done yet 


	2
	


	Create and manage social media marketing (Facebook, Instagram)
	  

1 month (ongoing)
	

   Priya 
	

Not done yet 

	3
	


	Launch flower subscription service for local customers 
	
      3 months 
	
Liam & Priya

	
Not done yet 


	4
	


	Promote services and build partnerships with local businesses
	

       Ongoing 
	
Liam & Priya 

	
Not done yet 




Short Justification
· The implementation plan is important because it helps Green Haven Florists organise tasks and manage changes effectively. The plan focuses on improving the website, increasing digital marketing and introducing subscription services.
· These steps are necessary because customers are now more likely to buy online. Assigning clear roles to Liam and Priya ensure responsibility and better coordination. Setting timeframes helps the business stay on track and monitor progress. 

· Starting with new website improvements and then adding new services reduce risk. Overall, the plan is realistic, easy to follow and supports business growth by increasing sales and improving customer engagement (CIPD,2023).


Appendix 4 – Task 6a

The Key Performance Indicator is: Increase online sales and customer engagement. 

	Specific

	Measurable
	Attainable
	Relevant
	Time-Bound

	

Increase online 
 sales through a new website and digital marketing







	

20% increase in online orders 





	

Yes, with improved website and marketing 




	

Helps business compete and increase revenue



	

Within 6 months 






Short Justification
Key Performance Indicators (KPI) and SMART objectives are important tools used to measure performance in business and progress. In the case of Green Haven Florists, the main KPI is to increase online sales through a new website and improved digital marketing.
 The objective is specific because it focuses on online sales, measurable through a 20% increase in orders and achievable with the planned improvements. It is relevant as it directly addresses the business problem of declining sales and increased competition. The time bound element of six months ensures that progress can be monitored effectively. Using SMART objectives helps the business stay focused and evaluate success (Doran,1981)
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