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1. Introduction
Green Haven Florists is a small independent flower shop based in Norwich, established in 2016 by Liam and Priya Patel. The business developed a strong reputation for creating bespoke floral arrangements, using environmentally friendly packaging and supporting local suppliers. These values helped the business attract loyal customers and establish a positive reputation within the local community.
Despite its earlier success, the business has experienced a significant decline in performance during the past year. In-store sales have fallen by approximately 30% because of reduced high street footfall, increasing competition from online flower retailers and rising operating costs. Customers have also highlighted weaknesses in the company’s website and limited delivery options, making it more difficult for Green Haven Florists to compete with larger businesses. This report evaluates possible solutions to improve sales performance and recommends the most practical option to support the long-term sustainability of the business.
2. Proposed Solutions

Solution 1: Improve the Website and Introduce an Online Subscription Service

Green Haven Florists should invest in redesigning its website to create a more user-friendly online shopping experience. The new website should be mobile responsive, feature a simple checkout process and offer flexible delivery options, including same-day local delivery where possible. The business could also introduce weekly or monthly flower subscription packages for customers who regularly purchase flowers for their homes or businesses. This solution would increase convenience, encourage repeat purchases and help offset the decline in in-store sales by generating a more consistent online revenue stream. Research suggests that an effective digital presence and customer-focused online experience can significantly improve customer engagement and purchasing behaviour (Chaffey and Ellis-Chadwick, 2022).

Solution 2: Strengthen Social Media Marketing and Community Partnerships

Green Haven Florists should develop a structured digital marketing strategy by posting regularly on Instagram, Facebook and TikTok to showcase new floral designs, seasonal products and behind-the-scenes content. The business could also collaborate with local cafés, wedding venues and event planners to increase brand awareness and reach new customers. Running seasonal promotions and encouraging satisfied customers to share online reviews would further improve visibility and trust. This solution would strengthen customer relationships, attract younger audiences and reinforce Green Haven’s reputation as a sustainable local business. Effective marketing communications and relationship marketing are recognised as important factors in improving customer loyalty and competitive advantage (Kotler and Keller, 2022).
3. Evaluation of the Two Proposed Solutions
3a. Grid Analysis
A Grid Analysis was used to compare the two proposed solutions against four decision criteria: cost, expected impact on sales, ease of implementation and long-term sustainability. Each solution was scored on a scale of 1 (poor) to 5 (excellent).
The website redesign and online subscription service achieved the highest overall score because it directly addresses the company’s declining online performance and responds to customer feedback regarding the outdated website and limited delivery options. Although this option requires a greater initial investment, it has the potential to increase online sales, improve customer satisfaction and create recurring income through subscription services.
The digital marketing and community partnership strategy also performed well, particularly in terms of affordability and ease of implementation. However, its success depends on maintaining regular content and customer engagement, meaning results may take longer to achieve and are less predictable than improving the online shopping experience.
3b. Preferred Solution
Based on the Grid Analysis, the preferred solution is to redesign the website and introduce an online flower subscription service. This option addresses several of Green Haven Florists’ current challenges by improving the customer experience, increasing online accessibility and creating a reliable source of recurring revenue. Customer feedback indicates that the existing website is difficult to use, making this improvement a priority. In addition, offering subscription packages would encourage repeat business and strengthen customer loyalty. Although implementation requires financial investment and staff training, the long-term benefits are expected to outweigh the initial costs. This solution also supports the business in remaining competitive against larger online flower retailers while maintaining its reputation for high-quality products and sustainable practices.
Apendix A
	Criteria
	Website & Subscription
	Digital Marketing

	Cost
	3
	5

	Impact on Sales
	5
	4

	Ease of Implementation
	4
	3

	Long-term Sustainability
	5
	4

	Total
	17
	16


The Grid Analysis indicates that improving the website and introducing a subscription service is the most effective solution, achieving the highest overall score of 17 out of 20. Although this option requires a greater initial investment than expanding digital marketing, it is expected to have a stronger long-term impact on online sales, customer retention and business growth. In comparison, the digital marketing strategy scored 16 out of 20 because, while it is less expensive and easier to implement, its success depends on maintaining continuous customer engagement and does not directly address the weaknesses of the current website. Therefore, the website redevelopment and subscription service is the preferred solution for Green Haven Florists.

4. Risk Analysis
4a. Risk Analysis
The main risk associated with redesigning the website and introducing a flower subscription service is the initial financial investment required. Green Haven Florists may need to allocate funds for website development, staff training and digital marketing, which could place pressure on the business’s limited budget. There is also a risk that customers may not immediately adopt the new subscription service, resulting in slower-than-expected returns. Technical issues during the website launch or delays in implementation could temporarily disrupt online sales. Furthermore, employees may require additional training to manage online orders and subscription customers efficiently.

4b. Feasibility of the Selected Solution
Despite these risks, the proposed solution is considered feasible because the long-term benefits outweigh the initial challenges. A phased implementation approach would reduce financial pressure by spreading costs over several months, while staff training would improve confidence in using the new system. Marketing campaigns and introductory subscription discounts could encourage customers to try the service and increase awareness. Regular monitoring of website performance and customer feedback would also enable Green Haven Florists to address any issues quickly. Overall, the solution is realistic, achievable and capable of improving both online sales and long-term business sustainability.
Appendix B
	Risk
	Likelihood
	Impact
	Mitigation

	High website development costs
	Medium
	High
	Set a realistic budget and implement the project in phases.

	Low customer uptake of subscriptions
	Medium
	Medium
	Offer introductory discounts and promote the service on social media.

	Technical issues during website launch
	Low
	High
	Test the website thoroughly before going live and use professional web developers.

	Staff lack digital skills
	Medium
	Medium
	Provide training before implementation.

	Delivery delays due to increased orders
	Low
	Medium
	Partner with reliable local delivery providers and monitor ca


5. Implementation Plan
5a. Implementation Plan
To successfully implement the redesigned website and flower subscription service, Green Haven Florists should follow a structured six-month implementation plan. During the first month, Liam and Priya should define the project objectives, establish a budget and appoint a professional web designer to develop a modern, mobile-friendly website. In the second month, the website should be designed and tested while staff receive training on processing online orders and managing subscription customers.
During the third month, subscription packages should be developed, including weekly and monthly options for individuals and businesses. Local delivery arrangements should also be reviewed to ensure orders can be fulfilled efficiently. In the fourth month, the new website should be launched alongside a digital marketing campaign using Instagram, Facebook and email marketing to promote the subscription service.
The fifth month should focus on monitoring website performance, collecting customer feedback and resolving any technical issues. Finally, during the sixth month, Green Haven Florists should evaluate sales performance, customer satisfaction and subscription numbers. Any necessary improvements should then be implemented to ensure the solution continues to support business growth and customer retention.
5b. Justification of the Implementation Plan
The implementation plan follows a logical sequence that minimises disruption to the business while ensuring each stage is completed successfully. Planning and budgeting are completed first to reduce financial risks before development begins. Staff training is provided before the website launch so employees have the necessary skills to manage the new system confidently. Marketing activities are scheduled alongside the launch to maximise customer awareness and encourage early adoption of the subscription service. Monitoring and evaluation are included in the final stages to identify areas for improvement and ensure the solution achieves its intended objectives.

	Activity
	Responsibility
	Timescale

	Set project objectives and budget
	Liam & Priya
	Week 1

	Hire a web designer
	Liam
	Week 2

	Design and test the website
	Web designer
	Weeks 3–8

	Train employees
	Priya
	Weeks 7–8

	Develop subscription packages
	Liam & Priya
	Weeks 9–10

	Launch website
	Web designer & Owners
	Week 12

	Begin digital marketing campaign
	Marketing lead/Owners
	Weeks 12–24

	Monitor website and customer feedback
	Liam & Priya
	Ongoing

	Review KPIs and improve the service
	Liam & Priya
	End of month



6. Key Performance Indicator (KPI) and SMART Objectives
6a. KPI and SMART Objectives
The Key Performance Indicator (KPI) selected for this report is the monthly online sales revenue, as it directly measures whether the redesigned website and subscription service are increasing sales.
The following SMART objectives have been developed to support this KPI:
· Increase monthly online sales revenue by 20% within six months of launching the new website.
· Achieve 100 active flower subscription customers within six months.
· Increase website traffic by 30% within four months through digital marketing and search engine optimisation (SEO).
· Improve customer satisfaction to at least 90% positive feedback within six months, based on online reviews and customer surveys.
· Reduce the website cart abandonment rate by 15% within six months by simplifying the checkout process.
6b. Monitoring and Evaluation
Green Haven Florists should monitor the KPI every month by reviewing website analytics, sales reports and subscription numbers. Customer feedback should be collected through online surveys, reviews and social media comments to identify areas for improvement. Comparing actual performance against the SMART objectives will allow Liam and Priya to assess whether the new website and subscription service are delivering the expected results. If targets are not achieved, adjustments such as improving website functionality, increasing promotional activities or introducing additional subscription options can be made. Regular monitoring will help ensure the business continues to improve its online performance and remain competitive in the changing retail market.
7. Summary of Key Findings
The key findings of this report are summarised below:
· Green Haven Florists has experienced a significant decline in in-store sales due to reduced high street footfall, rising operating costs and increased competition from online flower retailers.
· Customer feedback identified weaknesses in the current website, including poor navigation and limited delivery options, which have negatively affected online sales.
· Two potential solutions were evaluated: redesigning the website with a flower subscription service and increasing digital marketing through social media and local partnerships.
· A Grid Analysis showed that redesigning the website and introducing a subscription service is the most effective long-term solution because it offers greater potential to increase online sales and improve customer retention.
· Although the chosen solution involves financial investment and implementation risks, these can be managed through careful planning, staff training and continuous monitoring.
· A structured six-month implementation plan provides clear guidance on responsibilities, timescales and key activities.
· Monthly online sales revenue was identified as the main Key Performance Indicator (KPI), supported by SMART objectives to measure progress and evaluate business performance.
· Successful implementation of the recommended solution will strengthen Green Haven Florists’ competitive position, improve customer satisfaction and support sustainable business growth.


