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1. Introduction
Green Haven Florists is a small independent flower shop based in Norwich, UK. The business is known locally for its eco-friendly values, personalised service and creative floral designs. For several years, the shop performed well by focusing on walk-in customers, local events and weddings. However, over the last year the business has started to struggle due to changes in customer behaviour and increased competition.
This report looks at the main problem currently facing Green Haven Florists. It then suggests two possible solutions and evaluates them using a simple decision-making tool. One solution is selected as the most suitable option, followed by a basic risk analysis, an action plan and ways to measure whether the solution has been successful.

2. Business Problem
The key problem for Green Haven Florists is a decline in in-store sales and footfall. Over the past 12 months, the shop has seen around a 30% drop in walk-in customers. Although online orders have increased slightly, this has not been enough to balance out the loss of in-store sales. One reason for this is the general shift towards online shopping, where customers value speed, convenience and lower prices.
Another issue is growing competition. Larger online flower retailers offer same-day delivery, discounts and subscription services, which are attractive to customers. A new boutique florist has also opened nearby and has a strong social media presence, especially on Instagram. Compared to these competitors, Green Haven Florists’ website is outdated and not easy to use, which can put customers off ordering online.
Another factor affecting the business is changing customer expectations. Many customers now expect quick responses, clear pricing and easy ordering options, even from small local businesses. When these expectations are not met, customers may choose competitors that offer smoother and faster services. Green Haven Florists’ current systems are quite traditional, which may no longer suit modern buying habits. This creates a gap between what customers want and what the business currently provides.
In addition, reduced footfall also impacts impulse purchases. Flowers are often bought on impulse for gifts or special occasions, and fewer people visiting the shop means fewer last-minute sales. This further reduces overall revenue and makes it harder for the business to cover fixed costs such as rent and utilities.


Rising costs have also added pressure. The price of fresh flowers, especially imported ones, has increased due to inflation and supply chain problems. On top of this, the business’s commitment to sustainability means higher costs for eco-friendly packaging and locally sourced products. Internally, the owners have limited experience with digital marketing, which makes it harder to promote the business online. All of these factors together have made it difficult for Green Haven Florists to stay competative in the current retail environment.

3. Possible Solutions
Solution 1: Improve Online Presence and Digital Marketing
The first possible solution is to improve the business’s online presence. This would involve updating the website to make it more modern and easier to navigate, as well as improving the online ordering process. Regular updates on social media platforms such as Instagram and Facebook could also help increase visibility and customer engagement.
Digital marketing allows small businesses to reach new customers and stay connected with existing ones (Chaffey and Ellis-Chadwick, 2019). By promoting its eco-friendly values and unique designs online, Green Haven Florists could attract customers who prefer ethical and local businesses. However, this solution requires time, skills and some financial investment, which could be challenging for a small team.

Solution 2: Introduce Subscription and Flexible Delivery Services
The second solution is to introduce flower subscription services and more flexible delivery options. Customers could sign up to receive flowers weekly or monthly at a set price. This could include different options such as seasonal flowers or special occasion packages. Offering more flexible delivery times, including same-day delivery for local customers, could also make the service more appealing.
Subscription services are becoming more popular because they offer convenience for customers and predictable income for businesses (McCarthy and Fader, 2018). For Green Haven Florists, this could help build stronger relationships with regular customers and provide a more stable cash flow. This solution fits well with the business’s focus on community and personal service.

4. Evaluation of Solutions (PMI Analysis)
A PMI (Plus, Minus, Interesting) analysis has been used to compare the two solutions.
Solution 1 – Improve Online Presence
Plus:
· Makes the business more visible online
· Improves customer experience
· Helps compete with online retailers
Minus:
· Requires digital skills the owners may not have
· Can be costly and time-consuming
Interesting:
· Could attract younger and environmentally aware customers
Solution 2 – Subscription and Flexible Delivery
Plus:
· Provides regular and predictable income
· Encourages customer loyalty
· Matches customer demand for convenience
Minus:
· Requires careful planning of stock and deliveries
· Risk that not many customers sign up
Interesting:
· Opportunity to offer themed or seasonal subscriptions

5. Chosen Solution
The chosen solution is introducing subscription and flexible delivery services. While improving the online presence is important, subscription services directly respond to changes in customer behaviour. They also help create a more stable income, which is important given rising costs.
This option allows Green Haven Florists to stand out by offering sustainable, locally focused subscriptions rather than competing directly on price with large retailers. It also builds long-term relationships with customers, which matches the business’s values. Improvements to the website and social media can still be made later to support the subscription service.

Another reason this solution is suitable is because it can be introduced gradually. Green Haven Florists does not need to make large changes all at once, which helps reduce pressure on the owners and staff. Starting small allows the business to learn what customers prefer, such as flower types, delivery frequency and pricing. This learning process can help improve the service over time.
Subscription services also support better planning. Knowing roughly how many orders are expected each week or month helps with ordering stock and reducing waste. This links well with the company’s eco-friendly values, as fewer flowers are thrown away. Over time, this could also help control costs and improve profit margins.


6. Risk Analysis
There are several risks linked to the chosen solution. One risk is operational issues, such as managing deliveries and ensuring enough stock is available. Another risk is financial, as setting up the service may involve upfront costs. There is also a risk that customer interest may be lower than expected.
These risks can be reduced by starting with a small pilot scheme, offering a limited number of subscriptions and collecting customer feedback. This approach allows the business to make adjustments before fully committing to the service.

7. Action Plan
	Action
	Responsibility
	Timeframe

	Design subscription options
	Owners
	2 weeks

	Set prices and delivery schedule
	Owners
	1 week

	Promote subscriptions in-store and online
	Staff
	Ongoing

	Run pilot subscription scheme
	Owners
	3 months


8. Measuring Success
The success of the solution can be measured using simple key performance indicators. These include the number of customers signing up for subscriptions, monthly recurring revenue and customer retention rates. Customer feedback, both in-store and online, can also provide useful insights into how well the service is being received.
Regularly reviewing this information will help Green Haven Florists understand whether the solution is working and where improvements are needed.

Another way to measure success is by comparing sales figures before and after the subscription service is introduced. This can show whether the new service is helping to reduce the decline in revenue. Social media engagement, such as comments and messages about subscriptions, can also be monitored to see if customer interest is growing.
Employee feedback is also important. Staff can share whether the new system is manageable and if customers seem satisfied. This helps identify any practical issues early and ensures the solution works not just financially, but also operationally.


9. Conclusion
Green Haven Florists is facing several challenges due to changing shopping habits, rising costs and increased competition. This report has identified the main problem and considered two possible solutions. After evaluating both options, introducing subscription and flexible delivery services was chosen as the most suitable approach. If managed carefully, this solution could help improve financial stability and support the long-term future of the business.
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