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Task 1: Overview of Case-study

Green Haven Florists, founded in 2016 by Liam and Priya Patel in Norwich, has built a strong reputation for bespoke floral arrangements, sustainable materials, and close community engagement. After several successful years, the business has recently experienced a significant decline. Over the past 12 months, instore sales have fallen by 30% due to reduced highstreet footfall, rising operational costs, and growing competition from online retailers and two new local florists. Customer feedback highlights an outdated website and limited delivery options, while increasing costs for imported flowers and ecofriendly packaging have further strained profitability. These combined pressures now threaten the shop’s longterm sustainability.


[bookmark: _Hlk205982497][bookmark: _Task_2:_Two]Task 2: Two Proposed Solutions
Solution A Proposal
Solution A:   Digital Upgrade and Online Sales Expansion
Solution A propose redesigning Green Haven’s website, improving SEO, and introducing outsourced delivery to strengthen its digital presence. Industry reports show that consumers increasingly prefer convenient online purchasing and are becoming more price sensitive, adjusting their buying habits accordingly (International Fresh Produce Association, 2025a; 2025b). The global cutflower market is also shifting towards online sales, with continued growth projected to 2030 (Grand View Research, 2025). By modernising its website and enabling fast delivery, Green Haven can reach these digital customers and counter the 30% decline in instore sales, addressing the root problem effectively.



Solution B Proposal
[bookmark: _Int_Pa5ebO4I][bookmark: _Int_PBEdvRQP]Solution B: Community Partnership and Instore Engagement Programme
Solution B focuses on strengthening Green Haven’s local presence through partnerships with cafés, schools, charities, and event venues, alongside seasonal instore workshops. Industry reports show that consumers increasingly value personalised, experience based floral interactions and locally connected businesses (International Fresh Produce Association, 2025a). Workshops and community events also appeal to younger, value conscious customers seeking meaningful, affordable experiences (International Fresh Produce Association, 2025b). Although the global market is shifting online, demand for unique, artisan floral products remains strong (Grand View Research, 2025). This solution helps address declining footfall by differentiating Green Haven through community visibility and hands-on engagement.



[bookmark: _Task_3b)_Evaluation]Task 3b) Evaluation Results and Justifications

The Grid Analysis indicates that Solution A is the most appropriate option, achieving the highest weighted score across sales impact, feasibility, speed of implementation, cost, and sustainability. These criteria were selected because effective decisionmaking‑ requires evaluating options against factors that directly influence organisational performance (Proctor, 2014). Sales impact and speed of implementation were weighted highest due to Green Haven’s urgent need to respond to the 30% decline in instore sales. Solution A provides rapid, measurable improvements through website optimisation and outsourced delivery, making it the most defensible and s‑trategically beneficial solution for stabilising and growing the business.




[bookmark: _Hlk205982530][bookmark: _Task_4b)_Risk]Task 4b) Risk Analysis Results and Justifications

[bookmark: _Task_5b)_Justifications]Solution A carries several risks, including reliance on outsourced delivery, potential website development delays, and the possibility that digital improvements may not immediately convert price sensitive customers. These risks were evaluated using criteria such as likelihood, impact, controllability, and cost, which are essential for structured decisionmaking (Sproull, 2018; Proctor, 2007). Likelihood and impact received the highest weightings because they directly influence operational stability. Despite these risks, Solution A remains reliable, as industry evidence shows strong consumer movement toward online purchasing and digital convenience (International Fresh Produce Association, 2025a; Grand View Research, 2025). This ensures the solution aligns with the market behaver. 

Task 5b) Justifications for the Implementation Plan

The implementation of Solution A follows a phased, structured approach to ensure a smooth transition toward a stronger online sales model.
Phase 1 prioritises website redevelopment, with a digital specialist redesigning the site, improving navigation, and integrating secure payments. This reflects Proctor’s (2007) guidance that core operational barriers should be addressed early to support effective implementation.
Phase 2 introduces SEO and targeted digital marketing to attract price‑sensitive consumers, supported by industry evidence showing rising online floral demand (Grand View Research, 2024; IFPA, 2025). Staff receive brief training to confidently manage online orders and product updates.
Phase 3 focuses on outsourcing delivery to improve reliability and reduce operational pressure. This aligns with Sproull’s (2018) emphasis on problem‑prevention through stable, controllable processes. Clear service‑level agreements ensure timely delivery and protect customer satisfaction.
Phase 4 introduces ongoing monitoring of website traffic, conversion rates, delivery performance, and customer feedback. Regular reviews allow adjustments to marketing, seasonal products, and operational processes. This iterative approach ensures the solution remains sustainable, measurable, and responsive to changing market trends.
[bookmark: _Task_6b)_Justifications]Task 6b) Justifications for the KPI and SMART Objectives
The key performance indicator (KPI) for evaluating Solution A is the increase in online sales and completed online orders. This KPI directly reflects the need to recover revenue lost from the 30% decline in in‑store sales by capturing customers who have shifted to online purchasing. Industry evidence shows strong growth in online floral demand (Grand View Research, 2024) and rising consumer preference for digital convenience (IFPA, 2025). Proctor (2007, pp. 99–102) emphasises the importance of using measurable indicators to evaluate whether a solution is effective. Tracking online orders, website traffic, and conversion rates provides clear evidence of progress.

[bookmark: _Task_7)_Key]Task 7) Key Findings
· Green Haven Florists has experienced a 30% decline in in‑store sales, largely due to reduced foot traffic and increased competition from large online retailers.

· Industry evidence shows a strong consumer shift toward online floral purchasing, with customers prioritising convenience, fast delivery, and competitive pricing (Grand View Research, 2024; IFPA, 2025).

· The business’s outdated website and limited digital presence prevent it from capturing this growing online demand.

· Proctor (2007) highlights the need for measurable evaluation, supporting the use of online sales growth as the key performance indicator.

· Outsourcing delivery and improving digital marketing offer the most feasible and controllable route to recovering lost revenue.
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[bookmark: _Hlk205987492]Appendix 1 – Task 3a

Grid Analysis Table
Based on solution A- Digital Upgrade and Online Sales Expansion
And solution B- Community Partnership and Instore Engagement Programme



	Factors to consider
	Sales Impact
	Speed of implementation
	Feasibility
	Cost
	Sustainability
	Total

	Weighting      
	5
	4
	3
	2
	3
	

	Solution A

	5x5=25
	5x4=20
	4x3=12
	4x2=8
	4x3=12
	   77

	Solution B

	3x5=15
	2x4=8
	3x3=9
	3x2=6
	4x3=12
	   50








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
	Outsourced delivery failure can cause Delays, errors, or poor service from thirdparty couriers affecting customer satisfaction.
	3
	5
	15
	Use reputable courier partners, set servicelevel agreements, monitor performance.
	Offer refunds or replacements quickly, switch to backup couriers.

	2
	Website development delays can cause technical issues or slow implementation affecting launch timelines.
	2
	4
	8
	Choose experienced developers, set clear deadlines, test in phases.
	To launch a temporary simplified ordering page to maintain online sales.

	3
	Low initial online sales conversion can cause Pricesensitive customers may not immediately shift to online 
	3
	4
	12
	To improve SEO, run introductory promotions, optimise product descriptions.
	Adjusting price, increase marketing, and analyse customer behaviour data.

	4
	Increased operational costs SEO, website upgrades, and delivery fees may temporarily raise expenses.
	2
	3
	6
	Setting a fixed budget, monitor monthly ROI, prioritise highimpact features.
	Reduce marketing spend temporarily or renegotiate delivery fees.

	5
	Cybersecurity risks-Online payments and customer data increase exposure to cyber threats.
	2
	5
	10
	Use secure payment gateways, SSL certificates, and regular security updates.
	Activating databreach protocols, notify customers, and restore systems ASAP.





Appendix 3 – Task 5a
Implementation Plan

Name the problem you are solving: 30% decline in in-store sales
Name the solution you are implementing: Digital Upgrade and Online Sales Expansion

	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	Stage 1: Website Redevelopment 
	Redesign website, improve navigation, add secure payments, update product pages.
	Weeks 1-3


	External web developer; Owner to approve design; Staff to review new system.
	



	a
	Audit current website to identify issues with navigation, product display, and mobile usability.
	
	
	
	Completed – audit identified slow loading times, outdated layout, and missing mobile optimisation.

	
	
	
	
	
	

	
	
	
	
	
	

	2
	Stage 2: SEO & Digital Marketing
	Apply SEO, update keywords, launch social‑media promotions, optimise product descriptions.
	Weeks 3-6


	Digital marketing specialist; Owner to approve campaigns.
	



	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	3
	Stage 3: Outsourced Delivery Partnership 
	Select courier, negotiate service‑level agreements, integrate delivery process with website.
	Weeks 5-7


	Owner/ Manager; External courier provider.
	



	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	4
	Stage 4: Monitoring & Review
	Track website traffic, order volumes, delivery performance, customer feedback; adjust processes.
	From Week 7 (ongoing) 


	Owner/ Manager; Staff to report issues; Marketing specialist to review analytics.
	



	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	










                                                                      Appendix 4 – Task 6a

The Key Performance Indicator is:  for evaluating Solution A is the increase in online sales and completed online orders.

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Increase online sales and completed online orders through website redevelopment, SEO, and outsourced delivery. This directly targets the loss caused by the 30% decline in in‑store sales.
	Track online order volumes (increase with at least 30%) website traffic, and conversion rates. Proctor (2007, pp. 99–102) emphasises using measurable indicators to evaluate solution effectiveness.
	Industry data shows strong growth in online floral purchasing (Grand View Research, 2024; IFPA, 2025), making increased online sales realistic for Green Haven.
	Online demand is rising while footfall declines; shifting sales online directly addresses the core business problem.
	Achieve a measurable increase in online orders within 3 months of implementing the new website, marketing, and delivery processes.
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