The problem
Green Haven Florists is experiencing a 30% decline in in-store sales over the past 12 months, with only a slight increase in online sales that does not compensate the loss.
Nature of the problem
This is a multi-dimensional business problem, including:
· Market shift (customers moving to online shopping)
· Increased competition (local boutique florist + national chain)
· Operational cost pressures (rising flower and sustainability costs)
· Digital weakness (outdated website, weak online presence)
Scope
The problem affects:
· Revenue and profitability (declining sales + rising costs)
· Customer base (loss of loyal and new customers)
· Business operations (pressure on pricing and sourcing)
· Brand position (falling behind competitors)
Impact
If not addressed:
· Continued financial losses
· Potential business closure
· Loss of market share to competitors
· Reduced ability to maintain sustainable practices

 Gather and interpret information
Information gathered:
· Sales data: 30% drop in-store, small online growth
· Market trends: Shift to online shopping and convenience
· Customer feedback:
· Positive: high-quality products
· Negative: outdated website, limited delivery options
· Cost data: Rising prices for imported flowers and sustainable materials
· Competitive analysis:
· Boutique florist → strong social media presence
· National chain → lower prices + wide delivery
Interpretation:
· The core issue is not product quality, but accessibility and competitiveness
· Customers value:
· Convenience (delivery, online ordering)
· Price competitiveness
· Digital experience
· Green Haven is falling behind digitally and strategically, not creatively

Evaluate options to make a decision
Option 1: Improve digital presence
· Redesign website (mobile-friendly, easy ordering)
· Invest in social media marketing
Pros:
· Attracts online customers
· Competes with modern businesses
Cons:
· Requires time and investment
· Needs new skills or external help

Option 2: Introduce delivery & subscription services
· Same-day or flexible delivery
· Weekly/monthly flower subscriptions
Pros:
· Meets customer demand
· Creates recurring income
Cons:
· Logistics and staffing required
· Initial setup costs
The best approach is a combined strategy:
· Improve digital presence
· Introduce delivery and subscription services
· Maintain differentiation through sustainability
This balances competitiveness, customer needs, and brand identity.
Plan, monitor, and review implementation
Plan
· Hire a web developer to redesign the website (1–2 months)
· Launch social media campaigns (Instagram, TikTok)
· Introduce local delivery service
· Pilot a flower subscription model

Monitor
Track:
· Website traffic and online orders
· Customer feedback
· Sales performance (online vs in-store)
· Social media engagement

Review
After 3–6 months:
· Has revenue improved?
· Are more customers ordering online?
· Is foot traffic stabilising?
Adjust strategy if needed, example, pricing, marketing focus.
Communication of decisions
· Internal communication:
· Meetings with staff to explain new strategy
· Training on website system and delivery handling
· External communication:
· Social media announcements
· Email newsletters
· In-store promotions and signage





