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Green Haven Florists is a small independent flower shop based in Norwich, UK, which was established in 2016. In its early years, the business experienced strong growth due to its high-quality floral arrangements, eco-friendly packaging, and personalised customer service. These features helped it build a loyal customer base and develop a strong local reputation. Customers valued the uniqueness of the products and the personal interaction they received compared to larger chain competitors. However, in recent years, the business has begun to face several significant challenges that are affecting its performance. Like many small businesses operating in the retail sector, Green Haven Florists has been impacted by increasing competition, rising operational costs, and a shift in consumer behaviour towards online shopping. This report will analyse the nature of the problem, propose two possible solutions, evaluate these options using a structured approach, and recommend the most suitable solution. It will also examine risks, feasibility, implementation, and performance measurement.
The main issue facing Green Haven Florists is a noticeable decline in in-store sales, which has resulted in reduced overall profitability. Over the past year, the number of customers visiting the physical store has dropped significantly, leading to fewer purchases and lower daily revenue. While there has been a slight increase in online orders, this has not been sufficient to offset the losses experienced in-store. One of the primary reasons for this decline is the change in consumer behaviour. Customers increasingly prefer convenience and efficiency, choosing to purchase products online rather than visiting physical shops. This trend is supported by Kotler et al. (2017), who highlight that digital technology has transformed consumer expectations, making accessibility and speed key factors in purchasing decisions.
In addition to changing customer behaviour, competition within the market has intensified. Large online flower retailers offer competitive pricing, a wide range of products, and fast delivery options, often including same-day services. These features make them highly attractive to customers who prioritise convenience. Porter (2008) explains that increased competition within an industry reduces profitability and forces businesses to adapt in order to maintain their market position. Furthermore, Green Haven Florists is also facing rising operational costs. The price of fresh flowers has increased due to supply chain disruptions and inflation, particularly for imported varieties. At the same time, the business’s commitment to sustainable practices, such as eco-friendly packaging and locally sourced materials, adds to its costs. While these values are important for brand identity, they can reduce profit margins if not managed effectively. Another contributing factor is the business’s limited digital presence. Its current website is outdated and does not provide a strong user experience, and its use of social media and digital marketing is minimal. As a result, the business is not effectively reaching potential customers who primarily shop online.
One potential solution to this problem is to invest in digital expansion. This would involve developing a modern, user-friendly website with full e-commerce functionality, allowing customers to browse products, place orders, and make payments online. The website should be mobile-friendly, as a large proportion of online shopping is conducted via smartphones. In addition to improving the website, the business should enhance its presence on social media platforms such as Instagram and Facebook. These platforms can be used to showcase products, engage with customers, and promote special offers. Digital marketing strategies such as search engine optimisation (SEO) and email marketing could further increase visibility and attract new customers. Chaffey and Ellis-Chadwick (2019) argue that businesses that effectively use digital marketing are more likely to achieve sustainable growth in competitive markets. By adopting these strategies, Green Haven Florists would be better positioned to compete with larger online retailers and reach a wider audience beyond its local area.
A second possible solution is to introduce a subscription service and a customer loyalty programme. A subscription service would allow customers to receive regular deliveries of flowers, such as weekly or monthly arrangements, providing convenience and encouraging repeat purchases. This would create a more stable and predictable revenue stream for the business. A loyalty programme could reward customers with discounts, points, or exclusive offers, encouraging them to continue purchasing from the business. According to Buttle and Maklan (2019), customer retention strategies are essential for long-term profitability, as retaining existing customers is often more cost-effective than acquiring new ones. However, while this solution focuses on strengthening relationships with existing customers, it does not directly address the challenge of attracting new customers or adapting to the growing importance of online shopping.
To evaluate these two solutions, a PMI (Plus, Minus, Interesting) analysis can be used. The digital expansion strategy has several advantages. It allows the business to reach a wider audience, increases accessibility for customers, and aligns with current consumer behaviour. It also creates opportunities for long-term growth and expansion. However, there are some disadvantages, including the financial investment required to develop the website and implement digital marketing strategies, as well as the need for staff training. An interesting aspect of this solution is its potential to transform the business model and expand beyond the local market. The subscription and loyalty solution also has its advantages, particularly in improving customer retention and providing a steady income stream. However, its main limitation is that it does not significantly increase the customer base. While it strengthens existing relationships, it does not fully address the core issue of declining foot traffic and the shift towards online shopping.
Based on this evaluation, the digital expansion strategy is the most suitable solution for Green Haven Florists. It directly addresses the main problem by adapting to changing consumer behaviour and improving the business’s competitiveness. Although the subscription model offers benefits, it is better suited as a secondary strategy that can complement the digital approach rather than replace it. Digital expansion provides greater long-term value and positions the business for future growth.
There are several risks associated with implementing this solution. Financial risk is one of the main concerns, as developing a website and investing in digital marketing can be costly. There is also operational risk if staff are not familiar with managing online systems or handling increased digital activity. In addition, the online market is highly competitive, and there is a risk that the business may struggle to stand out. However, these risks can be managed through careful planning. A phased implementation approach can reduce financial pressure by spreading costs over time. Staff training can improve digital skills and ensure smooth operations. The business can also focus on its unique selling points, such as eco-friendly products and personalised service, to differentiate itself from competitors. Overall, the solution is feasible because it can be implemented gradually, does not require excessive upfront investment, and builds on the existing strengths of the business.
The implementation plan for this solution involves several stages. The first stage is research and planning, where the business identifies requirements and selects a suitable web developer. This can be completed within one week. The second stage is website development, which may take four to six weeks. During this time, the business should also begin improving its social media presence and preparing marketing campaigns. The third stage involves staff training to ensure employees can manage online orders and customer enquiries effectively. The final stage is the launch of the website, supported by promotional activities such as social media advertising and email campaigns. This structured approach ensures that the transition to digital operations is smooth and manageable. The plan is designed in stages to reduce risk, improve decision-making, and allow adjustments if needed.
To measure the success of this strategy, Green Haven Florists should use key performance indicators (KPIs). These may include online sales revenue, website traffic, customer retention rates, and social media engagement. SMART objectives should also be set to provide clear targets. For example, the business could aim to increase online sales by 25% within six months, achieve 1,000 website visitors per month within three months, and increase repeat customers by 15% within six months. These metrics will be used to monitor performance and identify areas for improvement. For instance, if website traffic increases but sales do not, this may indicate issues with pricing, product presentation, or user experience. Regular monitoring allows the business to adapt its strategy and improve outcomes over time.
In conclusion, Green Haven Florists is facing a significant decline in in-store sales due to changing consumer behaviour, increased competition, and rising costs. While both proposed solutions offer benefits, digital expansion is the most effective as it directly addresses the root cause of the problem. By improving its online presence and adopting digital marketing strategies, the business can attract new customers, increase sales, and remain competitive. Although there are risks involved, these can be managed through careful planning and a phased approach. With the right implementation and performance monitoring, Green Haven Florists can achieve sustainable growth and long-term success.
Key Findings Summary:
· Green Haven Florists is experiencing declining in-store sales due to changing consumer behaviour 
· Increased competition and rising costs are affecting profitability 
· Two solutions were identified: digital expansion and subscription/loyalty programmes 
· Digital expansion was selected as the most effective solution 
· Risks can be managed through phased implementation and staff training 
· A structured implementation plan supports successful execution 
· KPIs and SMART objectives will be used to monitor and improve performance
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Appendix A – PMI Analysis
	Solution
	Plus
	Minus
	Interesting

	Digital
	Wider reach
	Cost
	Growth potential

	Subscription
	Retention
	Limited new customers
	Customer loyalty



