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Introduction 

This report focuses on analysing the reasons behind the decline in in-store sales at Green Haven Florists, an independent flower shop located in Norwich. It investigates both internal and external factors affecting the business, such as shifts in customer buying behaviour, growing competition, rising costs, and the shop’s limited use of digital tools. The report also considers how these challenges influence customer satisfaction and overall business performance.
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Brief Explanation of the Specific Business Problem
[bookmark: _Hlk205982497]
Green Haven Florists in Norwich, UK has seen a drop in customers visiting the shop. The business was once successful because of its creative flower designs, eco-friendly approach, and strong links with the local community. Although online orders have increased slightly, they have not made up for the loss of in-store sales.
One main reason is that many people now prefer to shop online because it is easier and sometimes cheaper (Kotler et al., 2020). Also, fewer people visit the area because nearby shops have closed, which reduces foot traffic (Wrigley and Lambiri, 2015).
Costs have also gone up. Flowers and eco-friendly packaging are more expensive, which makes it harder for the business to earn a profit (Peattie and Crane, 2005).
Another problem is that the shop’s website is outdated and its online marketing is weak. Today, businesses need a strong online presence to attract customers (Chaffey and Ellis-Chadwick, 2019).
Finally, competition has increased. A new local florist and a large national chain have taken customers away. Bigger businesses often have lower prices and stronger brands (Porter, 2008).
In conclusion, the drop in sales is caused by online shopping trends, fewer visitors to the area, higher costs, weak online presence, and strong competition.














Suggested Two Alternative Solutions
Solution A
Introducing subscription service

 PMI analysis
	Plus
	Minus
	Interesting/implications

	
	
	

	Receive Regular payment
	Risk of subscription cancelation
	Gift bundles (flowers + chocolates/candles)

	Long term relationship
	Cost associated designing website for subscription & marketing
	

	Better stock control & chain supply management  
	
	

	Have the option to sell add-on e.g. Chocolate, candles etc.
	
	

	24/7 Sales & Convenience
	
	

	Increase market reach beyond the local area
	
	


Introducing a subscription service can help solve Green Haven Florists’ main problems, especially falling shop sales and unstable income. With subscriptions, customers sign up to receive flowers regularly (for example, every week or month). This gives the business steady and predictable income instead of relying on one-time purchases.
It also helps build stronger relationships with customers, making them more likely to stay loyal instead of choosing competitors. Knowing how many orders to expect makes it easier to manage stock and reduce waste, which is important because flower costs are rising.
The business can also sell extra items like chocolates or candles, increasing how much each customer spends. An online subscription service allows customers to order anytime, not just in-store, helping reach more people beyond the local area. Although it costs money to set up and promote, it can improve long-term sales and help the business compete with online flower companies.

Solution B 
Develop alternative revenue streams (corporate contracts, events, partnerships)

	Plus
	Minus
	Interesting/
Implications

	Building a loyal customer base
	May need additional staff and coordination to handle increased workload
	Opportunity to expand brand recognition in the local market

	Minimizing reliance on foot traffic
	Requires extra time to manage contracts, events, and partnerships
	

	Improves business reputation and professional credibility 
  
	May need additional staff or training, increasing labour costs
	

	Establishing long term partnership
	
	




Developing alternative income sources will help solve the drop in in-store sales at Green Haven Florists by not relying only on walk-in customers. Getting corporate contracts can bring in regular orders, such as weekly flowers for offices, which provides steady income even when fewer people visit the shop.
Also, focusing on events like weddings and working with local venues can bring in larger orders and repeat customers. These sales are less affected by fewer people shopping on the high street. Partnerships can also help attract new customers through recommendations.
Overall, this approach helps the business earn money in different ways, making it more stable and better able to handle changes in customer habits.









Justification for Selected Solution

Solution A (starting a subscription service) is the best option to choose. It deals directly with the main problem, which is falling shop sales, by bringing in regular and steady income. It also means the business does not have to depend so much on people walking into the shop.
Solution B could help in the future, but it takes more time, more staff, and more effort to organise. The business needs a quicker and simpler solution right now.
More importance (weighting) is given to steady income and how easy the idea is to set up. The subscription service scores higher in both, so it is the better short-term choice to help the business stay stable and compete.
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Risk Analysis of the Selected Solution
Based on the results from my Risk Analysis.
The subscription service may have some risks. Customers might cancel, which means the business loses money. It will also cost money at the start to improve the website and advertise the service. Regular deliveries could also put extra pressure on staff and daily work.
The criteria used are likelihood (how likely the risk is) and impact (how serious it is). These were chosen because they help focus on the most important risks. For example, customer cancellations are likely and have a big effect, so they need attention. Using these criteria helps the business manage the biggest risks and improve the chances of success.




Plan to Implement the Selected Solution 
Action plan
	Actions
	Description
	Time frame
	Staff responsible

	                      Update website
	Improve website to allow easy subscription sign-up and payments
	2–4 weeks
	Liam + web developer

	Design subscription plans
 
 
 
	Create options (weekly, monthly, price, bouquet types)
	1 week
	Priya
 

	Set up delivery system
	Plan delivery schedule and routes for regular orders
	1-2 weeks
	Liam and staff

	Marketing campaign
 
	Promote service on social media and in-store
	Ongoing (start in 2 weeks)
	Priya and staff

	Supplier planning
	Arrange regular flower supply based on expected demand
	1-2 weeks
	Liam

	Monitor performance
	Track sign-ups and customer feedback
	Ongoing (monthly review)
	Liam and Priya




Monitoring and Evaluation 
The order of tasks is planned so the subscription service works properly before it is promoted. First, the website is updated because customers need an easy way to sign up and pay. At the same time, the subscription plans are created so clear options can be added to the website.
Next, the delivery system and flower supply are organised. This makes sure the business can handle orders before advertising the service. There is no point promoting it if the business cannot deliver properly.
Marketing starts after everything is ready. This helps give customers a good first experience. Checking performance is done regularly to see what is working and what needs improving.
Tasks are shared based on skills. Liam manages deliveries and suppliers, while Priya focuses on plans and marketing. This makes the work easier and more efficient.


Means of Measuring Effectiveness of Implementation of Selected Solution

Based on the KPI and SMART Objective table I have provided: The Key Performance Indicators (KPIs) are used to measure if the subscription service is working well. The main KPI is the number of new customers who sign up. This is important because it shows if people are interested in the service. Another KPI is customer retention, which means how many customers continue their subscription over time. This helps the business understand if customers are satisfied and loyal. These KPIs are good because they are simple, easy to track, and directly linked to the goal of increasing regular income and improving sales.
The SMART objectives help by setting clear and realistic goals. The objective is specific because it focuses on gaining a certain number of subscribers. It is measurable because the business can count how many people sign up each week. It is attainable because the target is realistic with good marketing and promotion. It is relevant because it helps solve the problem of falling in-store sales. It is time-bound because it is set over a clear period, such as three months.
Overall, the KPIs and SMART objectives are clear, practical, and useful for helping the business grow and succeed.


Conclusion: 
The report found several important problems affecting Green Haven Florists. First, shop sales have gone down because fewer people are visiting the high street and more people are buying online. This has made the business less stable and more dependent on fewer customers.
The cost of flowers and eco-friendly materials has increased. This means the business is making less profit and finding it harder to manage costs.
The business is behind in digital areas. The website is outdated and there is not enough online marketing. This makes it difficult to compete with online flower companies and new local competitors.
Customer feedback shows that people still like the quality of the flowers, but they want a better online experience, including easier ordering and more delivery options.
Overall, the report shows that a subscription service could help by bringing in regular income, improving customer loyalty, and increasing online sales. Overall, the business needs to update and adapt to changes in customer behaviour.
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The Key Performance Indicator 
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	

Measure the number of new subscription sign-ups.



	

Track how many customers sign up each week (e.g. target: 20 new subscriptions).
	

Who is going to do it?

Liam and Priya Patel

 Is it attainable?
Yes, it does not require many resources.




	

What type of data? On what? 

Quantitative (number of sign-ups) and qualitative (customer feedback).

What’s the point?

To see if the subscription service is successful.

	


How long will it take to collect the data?

Around 1 month to collect and review data.
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