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Slide 1 – Introduction and Presentation Overview
Good morning/afternoon, my name is Okhtar Mohammed Khaliq, and this time I am going to present the analysis of a small independent florist's shop, Green Haven Florists, in Norwich, in the United Kingdom. This presentation is intended to analyse the business issues that are impacting the organisation, such as the drastic decrease in in-store sales over the past year. I will start with a description of the background and context of Green Haven Florists and then proceed to make a discussion on the nature and the extent of issues that have affected the business. To this end, I will use the 5W2H model to create and summarise the major issues in a clear format. I will subsequently elaborate on and critically analyse the PESTEL framework and use the same for the case study to realise the impact of external factors. Moreover, I will apply a Fishbone Diagram that will help me find the sources of falling sales. Lastly, I will describe the results of the analysis and a summary of the principal findings and insights that I have obtained based on the problem-solving methodology proposed by Byrne (2025).
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Slide 2 – Business Context of Green Haven Florists
Green Haven Florists is a flower shop, both a small and independent shop that was started by Liam and Priya Patel in Norwich, UK in 2016. The company gained a very good reputation on providing customised floral designs and concentrating on ecological activities like environmentally packaged and locally produced flowers. By this strategy, environmentally-conscious customers were drawn, and good relationships could be established with the community. The business targeted a big diversity of customers, such as walk-in clients, corporate customers, as well as wedding events, and this also helped to maintain a stable income over a number of years. Nevertheless, recently, the business environment has transformed to a great extent. The owners have observed a decrease in foot traffic, as well as declining sales revenues and rising costs of operation. As much as Green Haven Florists still produces high-quality products and personalised services, it has failed to move with the digital trends and technological advances in the retail industry. Methyas (2025) reported that the business operations and marketing strategies have not been updated, which has also placed the company in an unfavourable position relative to newer entrants.
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Slide 3 – Nature and Scope of Business Issues
The most severe threat to Green Haven Florists is that the in-store sales have been down by about 30% in the last twelve months. A primary cause of this fall is the high rate of the rise in the number of online flower retailers who provide convenient delivery to the home, low prices, and constant guarantees of discounts. Most people are opting to shop online instead of going to the physical outlets, and this has greatly affected the conventional retail business. It is demonstrated that the online flower trading business within the UK market has grown at a rapid rate, putting a strain on the small independent store (IBISWorld, 2025). Moreover, there is reduced foot traffic in the high street in the country because more consumers are drifting towards e-commerce sites. Increasing prices of fresh flower sourcing because of inflation and international supply chain disruptions have only made profitability even smaller. Customers also identify frustrations over the old-fashioned website and the inability to deliver products to their door. All these internal and external factors have increased the financial burden on Green Haven Florists.
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Slide 4 – 5W2H Analysis of the Problem
The 5W2H model assists in making the business problem structured in a systematic manner. The key problem is a drastic decrease in in-store selling, and it has resulted in a direct influence on the revenue and profitability. The issue lies mostly because of the competitive pressure online, the escalating price of running a business, and the poor online presence. It is taking place at the brick-and-mortar shop in Norwich, and it has been growing throughout the previous 12 months. The top stakeholders are the owners of the business, customers who have shifted towards different shopping styles and online competitors who provide more convenient services. The downturn has come about through decreased foot traffic and the preference of customers for online shopping platforms. On the financial side, the business has lost about 30% of its sales, and this is a risk to the sustainability of the business in the long-run. Byrne (2025) suggests that when structured problem-solving models are employed, such as the 5W2H enables firms to have a clear picture of the factors leading to operational problems and the effects that operational issues have on the firm.
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Slide 5 – Critique of the PESTEL Framework
PESTEL framework is a strategic analytical model applied to investigate the external business environment with references to the political, economic, social, technological, environmental and legal aspects. Organisations usually utilise it to establish the opportunities and threats that can affect the performance of the business and strategic planning. The framework is also useful in that it offers a structured and holistically oriented view of the external forces that influence the company, enabling the managers to be ready for the changes in the market and the uncertainty of the market. It also helps in long term planning by making businesses mind outside factors, not only outside companies' operations, but also in the formulation of the long term planning. There are, however, some shortcomings of the PESTEL framework. The priorities are not always on the most important external factors, so businesses are not very able to concentrate their resources. Also, it may be too wide and general, and it is not always able to call certain challenges in the industry. According to Crimmins (2025), PESTEL is useful in terms of environmental scanning but needs to be used alongside other analysis tools to enhance the process of strategic decision-making.
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Slide 6 – PESTEL Analysis Applied to Green Haven Florists
In implementing the PESTEL framework for Green Haven Florists, business performance is affected by a number of external factors. On the political front, there is a rise in operational costs due to regulations and taxes on businesses and retail. Inflation has cost the economy in that it has increased the price of imported flowers and lowered the spending power of consumers. Customers have become more socially amenable to convenience, online order and home delivery services. On the technology front, competitors have embraced the trend of modern websites, mobile ordering systems, social media marketing, and Green Haven Florists has been left out in the digital development. The environmental aspect of the company has had an impact on making production costly due to its sustainable packaging and eco-friendly materials. Financially, adherence to the employment laws and the retail regulations imposes additional financial strain legally. The studies carried out on customer online shopping preferences in the UK reveal that the use of technology has altered customer behaviour drastically, posing a threat to traditional shopplaces (Male, 2024). Such a combination of these external pressures has led to a drop in in-store sales.
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Slide 7 – Fishbone Diagram: Root Causes of Declining Sales
The cause-and-effect diagram, the Fishbone Diagram, assists in determining all the underlying causes of poor in-store sales at Green Haven Florists. Marketing is one of the primary reasons because the business lacks a strong online presence and does not do as much regarding promotions as its competitors. Another reason is technology, where an old-fashioned site and ineffective online ordering discourage clients. Profitability has been lowered by high operational expenses, such as the cost of importing flowers, which are eco-friendly and wrapping them in packaging materials. The physical stores have been losing their customers to the competing websites of powerful online retailers who offer discounts and quick delivery services. Customers are moving towards convenience and online shopping systems. Moreover, lower high street activity has decreased the foot traffic along the store location. Byrne (2025) suggests that to find root causes, diagnostic tools (e.g., the Fishbone Diagram) can be used for businesses to create focused solutions instead of treating the symptoms on the surface.
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Slide 8- Critique of the Cause-and-Effect (Fishbone) Model
The Cause-and-Effect Model (also referred to as the Fishbone Diagram) is a systematic problem-solving method that is employed to determine the potential root causes of a particular problem by categorising them into rational groups that include people, processes, technology, and environment. The model finds extensive use in different quality improvement and business analysis as it enables teams to graphically decompose the complex issues into small manageable parts. Kumah et al. (2024) state that Fishbone Diagram is beneficial in helping to organise ideas to be created on how to improve performance and resolve operational difficulties through systematic brainstorming. The ability to explore the underlying problems more in-depth instead of merely focusing on the surface symptoms is one of the most important advantages of this model as well as it leads to a more complete understanding of the underlying problems. Coccia (2018) also notes that the model assists in making the sources of problems orderly and demonstrates the interaction between various factors in the organisational processes.
Nevertheless, the Cause-and-Effect Model has a number of limitations. The determination of causes is highly subjective and prejudiced as it widely relies on the information of the participants and his/her views. The model does not rank causes in terms of the real effect or evidence, such that, further analysis is needed before acting. Besides, complicated issues in business can be simplified and significant concealed conditions can be neglected when precise information is not mentioned. Thus, although the Fishbone Diagram is an effective exploratory tool, it must be accompanied by analysis of data to make a successful decision.
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Slide 9 – Key Findings Summary
To sum up, the review has pointed out that the fast development of Internet competition and the altering customer shopping behaviour became the key causes of the decrease in in-store sales of Green Haven Florists. Inflation and sustainable practises have increased the cost of operation, thus decreasing the profitability further. There is also a weakness in technological changes, especially regarding digital marketing and online services that the business has failed to adopt, thus putting it at a disadvantage in terms of competition. The low customer attendance has also been a result of low high street foot traffic. In spite of these factors, Green Haven Florists has a good quality of its products and a good brand image among the local community. Nevertheless, it needs strategic adjustments to modernise the processes, strengthen the digital presence, and react well to the external pressures of the market. These problems will be crucial in the long-term survival and development of the business.
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                         Nature and Scope of Business Issues    • In - store sales have dropped significantly over the last 12 months • Customers increasingly choose online flower delivery services • High street footfall has reduced in many UK towns • Rising flower supply costs due to inflation • Website is outdated and difficult to navigate • Limited online marketing limits customer reach • Growth of online flower retail in the UK (IBISWorld, 2025) • Decline in traditional high street shopping (Partington, 2026)
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5W2H Analysis

Aspect Explanation

What Declining in-store sales and falling revenue

Why Online competition, rising costs, weak digital presence
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Systematic problem analysis supports clearer business understanding (Byrne, 2025)
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           Critique of the PESTEL Framework      • PESTEL is a tool used to analyse the external business environment • It examines political, economic, social, technological, environmental and legal factors • It helps organisations understand market pressures and opportunities • It supports long - term strategic planning • It provides a structured and comprehensive overview • However, it does not rank factors by importance • It can be too general without industry focus • Detailed structure of PESTEL framework (Crimmins, 2025) • Strengths and limitations of strategic analysis models (Ramsudeen, 2025)
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                    PESTEL Applied to Green Haven Florists   • Inflation pressures on retail businesses (Goodier and Halliday, 2026) • Growth of online shopping behaviour in the UK (Male, 2024)             Impact on Green Haven Florists  Factor  Business regulations and taxes increase operational costs  Political  Inflation increases flower prices and reduces customer spending  Economic  Customers prefer convenience and online shopping  Social  Competitors use modern websites and social media marketing  Technological  Sustainable materials raise production expenses  Environmental  Employment laws increase staffing costs  Legal
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            Fishbone Diagram: Causes of Declining Sales   
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    Critique of the Cause - and - Effect (Fishbone) Model        The Cause - and - Effect Model is a visual tool designed to identify root causes of a problem by organising them into structured categories.           It is mainly used to analyse complex issues related to quality improvement, operational failures, and performance gaps (Kumah et al., 2024).         In business and service sectors, the model supports brainstorming and helps teams explore multiple contributing factors systematically.       A major benefit is that it encourages deeper problem investigation rather than focusing only on surface symptoms.         It also helps systematise causes and supports better understanding of how different factors interact within a process (Coccia, 2018).         However, the model depends heavily on participant opinions, which may lead to subjective or incomplete cause identification.           It does not rank causes by importance or impact, requiring further analysis for decision - making.        Complex problems may be oversimplified, and hidden causes can be missed if data is limited.
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                   Key Findings Summary • Online competition is the main driver of declining sales • Rising operational costs reduce profit margins • Digital presence is weak compared to competitors • Changing customer behaviour favours online shopping • Sustainability increases costs but improves brand image • Strategic changes are essential for business survival
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Introduction

¢ Introduction to Green Haven Florists and its current
business situation

¢ Explanation of declining in-store sales and
changing retail environment

e Application of the 5W2H model to organise
business problems clearly

¢ Critical discussion of the PESTEL framework and its
usefulness

e Analysis of external factors affecting business
performance

e |[dentification of root causes using a Fishbone
Diagram

e Structured strategic analysis improves business
decision-making (Byrne, 2025)
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Business Context of
Green Haven Florists

e Small independent flower shop operating in
Norwich, UK

e Established in 2016 by Liam and PriyaPatel
¢ Built a reputation on creative floraldesigns

e Strong focus on environmentally friendly
packaging

¢ Loyal customer base developed through
community engagement

¢ Income generated through walk-in sales and
special events

* Business background and growth journey of
Green Haven Florists (Mehta, 2025)
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In-store sales have dropped
significantly over the last 12 months

-30%

Nature and Scope of
Business Issues

¢ In-store sales have dropped significantly over the last
12 months

e Customers increasingly choose online flower delivery
services

¢ High street footfall has reduced in many UK towns
 Rising flower supply costs due to inflation

* Website is outdated and difficult to navigate

¢ Limited online marketing limits customer reach

* Growth of online flower retail in the UK (IBISWorld,
2025)

¢ Decline in traditional high street shopping (Partington,
2026)




