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Introduction 
This report looks at the situation of Green Haven Florists, a small independent flower shop based in Norwich. The purpose of this report is to identify the main problems affecting the business and suggest practical solutions to improve performance and increase sales. Two alternative solutions will be presented and evaluated. After that, the most suitable option will be selected and explained. The report also includes a risk analysis, an implementation plan, and Key Performance Indicators (KPIs) with SMART objectives to measure success. These steps are important because the business needs to respond to changes in customer behaviour and stay competitive in a difficult and fast-changing retail market.
[bookmark: _Hlk205982484]Brief Explanation of the Specific Business Problem
[bookmark: OLE_LINK2]Green Haven Florists has seen a 30% drop in store sales over the past year. One of the main reasons for this is that customers are now shopping online more often because it is quicker and more convenient (BBC News, 2025). Another major issue is the website, which is outdated and not very user-friendly. Customers have said that it is difficult to find products and complete purchases. Because of this, many people leave the site and buy from competitors instead (Chaffey, 2022). On top of that, costs for flowers and eco-friendly packaging have increased, which reduces profit margins. The business is also facing stronger competition from both local florists and large online companies that offer cheaper prices and faster delivery. Marketing is another weak point. The business does not use digital marketing effectively and relies mainly on word-of-mouth and occasional social media posts, which limits its online presence and growth (Ryan, 2016). Overall, these issues have combined to reduce both sales and customer engagement, making it harder for the business to grow.


[bookmark: _Hlk205982497]


Suggested Two Alternative Solutions
Solution A : Website Improvement
	Plus
	Minus
	[bookmark: OLE_LINK6]Interesting 

	[bookmark: _Hlk227249526]Increases online sales

	Cost of building the website
	Could allow integration with social media or email marketing

	Improves professional image
	Requires technical support
	[bookmark: OLE_LINK7]Could support subscription services for customers

	Allows new services like subscriptions
	Needs staff training
	Can collect customer data

	Encourages repeat purchases

	Builds customer trust

	[bookmark: OLE_LINK8]Can attract new customers online



This solution focuses on improving the company’s website, so it becomes more modern, simple, and easy to use. The idea is to improve navigation, add clear product categories, use high-quality images, and create a smooth checkout process. Extra features such as delivery tracking and subscription services cloud also be added. The main advantage of this solution is that it directly increases online sales by improving the customer experience. When customers find it easy to browse and buy products, they are more likely to complete purchases. It also helps the business look more professional and trustworthy.  Another benefit is that the website works 24/7, meaning it can generate sales at any time without extra effort from staff. However, there are some disadvantages. The development cost can be high, especially for small business. There is also a risk of technical problems during or after development. Staff may need training to manage the new system properly. Even with these challenges, this solution has strong long-term benefits because it creates a permanent online sales channel.


Solution B : Social Media Marketing
	[bookmark: _Hlk227249838]Plus 
	Minus 
	Interesting 

	Increases brand visibility
	Time-consuming to maintain
	Opportunity to collaborate with influencers

	Engages with customers
	Requires regular content creation
	Allows targeted advertising

	Can attract new customers
	May not directly increase sales
	Can build brand personality

	Improves customer communication



This solution involves using social media platforms such as Instagram and Facebook to promote the business. The company can post images of flower arrangements, share promotions, and upload customer reviews. It could also use paid ads or influencers to reach more people (Tuten and Solomon,2020). The main advantage of this approach is that it increases brand awareness and helps the business connect with customers. It is also relatively low-cost compared to other marketing strategies. However, it requires consistent effort and regular content creation. Without this, engagement can drop quickly. Another limitation is that social media does not always lead directly to sales. Customers may view posts but not actually make purchases. Overall, social media is useful for visibility and engagement, but it is less effective when the main goal is to increase direct sales.
Justification for Selected Solution
[bookmark: _Hlk205982530]Website Improvement is the best solution because it directly improves the customer buying process from start to finish. Unlike social media, it has a direct impact on sales and conversions. A better website improves customer experience, increases trust, and encourages more purchases (Laudon and Traver,2021). It also provides long-term value because it works continuously without needing constant updates. For these reasons, website improvement is the most effective option for increasing revenue and supporting business growth.

Risk Analysis of the Selected Solution
There are several risks linked to this solution. The main one is the cost of building and maintaining a new website, which could be difficult for a small business. There is also a risk of delays or technical problems during development. Another issue is that customers may not immediately start using the new website. It may take time before online sales increase significantly. To reduce these risks, the business should hire an experienced developer, test the website thoroughly before launch, and monitor performance after it goes live. Promotion through social media and email marketing can also help attract customers to the new platform. Overall, although there are risks, they are manageable if the project is planned carefully.
[bookmark: _Hlk205981406]Plan to Implement the Selected Solution
Problem: Low online sales due to an outdated and difficult to use website. 
Solutions: Website Improvement.
Action Plan
	Actions
	Description
	Time frame
	Staff responsible

	Plan website features
	Decide website layout, products, and services
	10 days 
	Liam Patel & Priya Patel 

	Hire developer
	Select internal/external developer
	3 days 
	Liam Patel

	Build website 
	 Developer codes and sets up site
	20 days 
	External Developer 

	Add content
	Upload product photos, prices, descriptions
	7 days 
	Priya Patel

	Test website 
	Check for errors and usability
	7 days 
	Liam Patel & Developer

	Launch website
	Go live and promote online 

	2 days
	Liam Patel & Priya Patel

	Monitor website
	Track visits, orders, and issues

	Ongoing 
	Priya Patel



The implementation plan follows a clear and structured process. First, the business needs to plan the website carefully. This includes deciding on layout, features, product categories, and customer journey. This step is important because it ensures the website meets customer needs. Next, a professional developer is hired to build the website. While this is happening, the business owners prepare content such as product images, descriptions, and pricing. After development, the website is tested. This stage is important to check for errors, usability issues, and performance problems. Any issues found are fixed before launch. Once testing is complete, the website is launched and promoted through social media and other marketing channels. Finally, the website is monitored regularly to track performance such as traffic, sales, and customer behavior. The business owners are responsible for planning, content, and monitoring. The developer is responsible for technical development. This division of responsibilities ensures efficiency and clear accountability throughout the project.
Means of Measuring Effectiveness of Implementation of Selected Solution
The main key Performance Indicator (KPI) is the number of online orders per week. This is the most suitable KPI because it directly measures whether the website is increasing sales. SMART objectives: Increase online sales by 20% within 3 months, achieve 80% customer satisfaction with the website, ensure the website is fully functional at launch. These objectives are specific, measurable, achievable, relevant, and time bound. Data will be collected using website analytics tools such as Google Analytics, customer questionnaires, and online reviews (Kotler and Keller, 2016). This combination allows the business to measure both performance and customer satisfaction. Regular monitoring is important because it helps identify problems early allows improvements to be made quickly. 

Conclusion:
Green Have Florists has been facing declining sales and reduced website customer engagement due to an outdated website, increasing competition, and changes in customer shopping behaviour. The main problem identified is low online sales, mainly caused by website that is difficult to use and not user-friendly. Two solutions were proposed: Website Improvement and Social Media Marketing. After evaluation, Website Improvement was selected as the most effective solution because it directly addresses the main issue and offers long-term benefits. The implementation plan ensures that tasks are completed in a logical order, including planning, development, content creation, testing, and launch. Responsibilities are clearly assigned to improve efficiency and reduce risks. Monitoring and evaluation through a KPI (weekly online orders) and SMART objectives allow the business to measure performance, identify problems early, and make improvements where necessary. Key findings include, low online sales are a major barrier to business growth, a modern and user-friendly website can increase both sales and customer satisfaction. Social media marketing can improve visibility but may not directly increase sales. A clear implementation plan with defined roles is important for successful execution. Using KPI and SMART objectives supports effective monitoring and continuous improvement. Overall, digital improvement, especially through a modern website, is essential for Green Haven Florists to remain competitive, attract new customers, and achieve long-term growth.
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