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[bookmark: _Hlk205982484][bookmark: _Toc224981771]
 Overview of Case-study Green Haven Florists 
[bookmark: _Hlk210817679][bookmark: _Hlk205979492]Green Haven Florists is a small independent flower shop in Norwich, founded in 2016 by Liam and Priya Patel. The business has become popular because of its high-quality floral arrangements, eco-friendly packaging, and strong connection with the local community. It served many customers including walk-in clients, corporate clients, and weddings. Recently, the business has faced a major decline, with in-store sales dropping by 30% over the past year. The root problem is the sharp fall in foot traffic, driven by the decline of local shopping area location high street, and customers shifting to cheaper, faster online competitors. Several issues contribute to this problem. Rising cost of imported flowers, higher price for sustainable materials, an outdated website, weak digital marketing, inflation, and slower customer service response. Together, these challenges have reduced competitiveness and weakened customers' loyalty (International Fresh Produce Association, 2021)
[bookmark: _Hlk205982497][bookmark: _Toc224981772] Two Proposed Solutions
[bookmark: _Toc224981773]Solution A: Improve Online Presence and Website 
One proposed solution is to improve Green Haven Florists online presence by updating its website and using digital marketing .The business could create a modern and easy to use website where customers can view products, place order, and choose delivery options .They can also use social media platforms such as Facebook and Instagram. This solution will target the root cause, which is the reduction in foot traffic. This way, helping the Green Haven Florists to reach more customers who prefer to shop online. It also allows Green Haven to compete with large online flower retailers. By improving website and online marketing, the business can increase online sales, impress new customers, and reduce the impact of declining in-store sales. (Bluefrontier.co.uk, 2026)
[bookmark: _Toc224981774]Solution B: Introduce Delivery and Flower Subscription Service
Implementing a subscription service that enables customers to order flowers online and receive regular deliveries Second proposed solution is to introduce flexible delivery services and a flower subscription weekly or monthly .This service would be right decision for busy customers who prefer home delivery and are unable to come to the physical shop .In this way, this solution addresses the root cause, i.e., reduction in foot traffic. It could also engage with corporate clients and loyal customers who want fresh flowers regularly. This solution will help Green Haven Florists compete with larger online flower competitors. It would also create a steady source of income for the business. By offering subscriptions and delivery, Green Haven can meet customers’ needs and expectations, improve sales even with the decline in foot traffic. (Lester, 2025)
[bookmark: _Toc224981775]Evaluation Results and Justifications 
Evaluation is the process of examining the performance of an organization, program, project, policy, or any other intervention to determine its relevance, adequacy, effectiveness, efficiency, and progress to identify areas for improvement. Essentia (Intelligence and Insights, 2024) lly, it refers to the combination of evidence and values to determine whether an intervention has merit, worth, or significance. (Eval Community, n.d.)
Evaluation means judging or assessing something to decide how good, useful, or effective it is. To evaluate the two solutions, A Grid analysis was employed (See Appendix 1) GridAnalysis helps compare different solution against important factor. Grid Analysis is a useful technique to make a decision. It is most effective where we have several good alternatives and many factors to take into account (www.mbatools.co.uk, n.d.)
Solution A -Improve online presence and website is the most appropriate solution for Green Haven Florists is based on Grid Analyses. Grid Analyses give me solution A is more appropriate (Scott, 2025) Improving the website and online presence will help the business reach more customers who prefer to shop online and may not be able to attend the physical shop. This solution directly addresses the main problem, which is the shift in customer behaviour towards online shopping. The criteria used to evaluate the solution were effectiveness, cost, and long-term benefit. Effectiveness was given the highest importance because the business needs a solution that will increase sales and attract new customers and meet their expectation. Even though both solutions are useful, improving the website will help the business compete with large online retailers and increase visibility. Therefor solution A is the best option for supporting future growth.
[bookmark: _Toc224981776]Risk Analysis Justifications
[bookmark: _Toc224981777]A risk analysis begins by identifying what could potentially go wrong.
 Risk Analysis Results and Justifications Risk analysis refers to the assessment process that identifies the potential for any adverse events that may negatively affect organizations or the environment. Risk analysis seeks to identify, measure, and mitigate various risk exposures or hazards facing a business, investment, or project. (Hayes, 2023). Appendix 2 shows the risk analysis table for the chosen solution
The proposed solution faces several risks, including limited digital skills, rising flower costs, and strong competition from online delivery companies. These risks could slow down improvements to the website and online services. The criteria used in the analysis were cost, customer impact, feasibility, and long-term benefit. Cost and customer impact seen as highest priority because Green Haven has a tight budget and urgently needs to attract more customers. Feasibility also was important due to the owner`s limited time and digital skills. Business has limited funds and need to regain sales quickly. Overall, the solution is reliable because it focuses on realistic actions that directly address the main problem and targets the main causes of decline and is achievable with small, manageable steps. (O’Chucks, 2024)
The next step-in problem-solving process would be to create the implementation plan for solution A
[bookmark: _Toc224981778] Justifications for the Implementation Plan 
 Implementation plan is a step-by-step guide that explains how a project or idea will be carried out in real life. It`s plan that show what need to be done, tasks to complete, people responsible, timeline or deadline, resources needed, possible risks and solution.
The implementation plan is justified because it directly responds to the key issues affecting the business. (Atlassian, 2024) Based on solution A Green Haven Florists, including reduces foot traffic, rising costs, and weak digital presence.  The most urgent problem first, starting with updating the website and improving online orders, because this directly addresses falling foot traffic and customers complaints. The shop currently relies heavily on word -of -mouth and lacks visibility compared with online competitors. Improving the website and customer experience helps address mixed feedback and makes services easier to access. Scheduling begins with low cost, quick action such as redesigning pages and adding clearer product options, followed by longer task like building subscription services and digital marketing. The owners Liam and Priya must divide duties, so Liam manages with suppliers and stock while and Priya need to focus on online content and social media, matching their strength. This order is justified because it improves visibility, attracts customer faster, and supports long term growth in a realistic manageable way. If the owners implementing together, these actions will provide a practical, realistic path to stabilising and growing the business. 



[bookmark: _Toc224981779] Justifications for the KPI and SMART Objectives 
 A SMART Key Performance Indicator (KPI) is a performance metric that is set up to be Specific, Measurable, Achievable, Relevant, and Time-bound. The format transforms broad goals into focused, actionable targets so the objective being measured is well established and progress can be readily quantified (Kinsey, 2025).
The KPI and SMART Objectives are justified because they directly measure the area where Green Haven Florists is struggling, such as low foot traffic, weak online engagement, and declining sales. Setting SMART Objectives ensures each goal is specific, realistic, and time -bound, helping Liam and Priya track progress clearly. KPI like monthly sales via website purchases. Delivery orders provide measurable indicators of improvement. The KPI needs to be SMART – see Appendix 4
Thes indicators also support better decision making by showing which strategies such as digital marketing or service updates are working. Overall, the KPI and SMART Objectives create a structured, practical way to monitor performance and guide the shop back toward 
[bookmark: _Toc224981780]Key Findings  
Green Haven has experienced a 30% drop in in-store sale, mainly due to reduce foot traffic and changes in customer shopping habits
DECLINING FOOT TRAFFIC -The busy high street has lost activity due to nearby business closures, reducing walk in customers.
INCREASED COMPETITION -Large online flower retailers offer lower prices, same day delivery, and strong digital marketing, drawing customers away.
RISING OPERATIONAL COSTS -Higher prices for imported flowers and general running costs are squeezing profit margins because of inflation and Brexit.
WEAK DIGITAL PRESENCE- The shop relies heavily on word -of -mouth and lacks effective online marketing, limiting visibility which affects their ability to attract new customers and grow online sales.
MIXED CUSTOMER FEEDBACK -While quality and sustainability are praised, some customers fined the service outdated and difficult to navigate.

SLOW ADAPTATION -They try to modernise but are inconsistent, leaving the business behind the competitors. (DealStream, 2026)
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Appendices
[bookmark: _Hlk205987492][bookmark: _Toc224981782]Appendix 1 – Task 3a

Grid Analysis Table

Grid Analysis is a deciion –making method that compares options against weighted criteria to determine the most suitable choice.

	Factors to consider
	Increase customer reach
	Cost of implementation
	Alignment with sustainability values
	Improves customer satisfaction
	Total

	Weighting      
	5
	4
	2
	5
	

	Solution A
Improve Digital Marketing

	5           25
	4         16
	4            8
	5           25
	     74

	Solution B
Introduce Delivery and Flower Subscription Services


	4          20
	3          12
	3             6
	3           15
	      53


[bookmark: _Hlk210815657][bookmark: _Toc224981783]
Appendix 2 – Task 4a
Risk Analysis Table
A risk analysis table is a structured tool used to identify ,assess,and prioritise potential risk.

	
	What could cause a risk?
	What is the likelihood of the risk occurring? 
(1 – 5)
	What is the impact of this risk? 
(1 – 5)
	Risk Factor = Likelihood X Impact
	What can you do to reduce this risk from happening?
	If it happens – what can you do to minimise the impact?

	1
	Strong competition from online flower delivery companies

	5
	5
	25
	Improve website, offer online ordering and delivery, promote unique handmade bouquets and eco-friendly products.
	Offer discounts, loyalty programmes and focus on personalised service. Online sales and delivery.

	2
	Rising costs of fresh flowers and sustainable material.

	4
	5
	20
	Find local suppliers get better prices, manage inventory carefully
	Increases price slightly from Inflation and Brexit. Offer seasonal flowers to reduce costs 

	3
	Outdated website and difficult to be used from customers.

	3
	4
	12
	Redesign the website, visible and clear products, and easy online access and orders.
	Use social media like Facebook and Instagram and phone orders till to the website been done.






[bookmark: _Toc224981784]Appendix 3 – Task 5a
Implementation Plan
PROBLEM: Declining sales and foot traffic due to poor online presence and high competition
SOLUTION: Improve online services, delivery options and special customer offers to increase sales.
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	Upgrade website and mobile function 

	Redesign website, make it easy to use, mobile friendly, add online ordering.
	1-2 month


	Web Developer


	



	2
	Implement online order management


	Set up system to track and manage orders efficiently.


	2-3 weeks


	Florist team


	



	3
	Improve delivery service 


	Add more delivery time slots and faster delivery options.
	1 month


	Delivery Staff


	



	4
	Customer offers and promotions
	Create discounts, loyalty schemes, and subscription services
	2 weeks


	Management


	










[bookmark: _Toc224981785]Appendix 4 – Task 6a
The Key Performance indicator is: Increase online sales and customer engagement.
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Increase online flowers orders through improved website and delivery service.






	Achieve a 20% increase in online sales and 15% more website visits.




	Realistic using better website, marketing, delivery improvements.





	Helps solve declining in –store sales and competition from online retailers.





	Achieve within 6 months
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