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Introduction 
Green Haven Florists is a small flower shop in Norwich that has recently lost customers and has seen a drop in sales. This report will look at the main problem the business is facing and why it is happening. 
I will explore two possible solutions that could help the shop improve. Then I will evaluate both options and choose the one that seems most suitable for the business to see improvements. The report will also include a simple risk analysis, an action plan for how the solution can be carried out, and how its success can be measured to the business overall.

[bookmark: _Hlk205982484]Brief Explanation of the Specific Business Problem
Green Haven Florists is a small flower shop owned by Liam and Priya in Norwich, UK. The shop used to be on a busy high street, but the area has become quieter and this has reduced the number of customers that are shopping on the high street. Over the last year, the business has struggled and has seen a 30% drop in store sales. This has lowered the business revenue overall.
There are a few causes to the problem, firstly the shop has not kept up with digital changes and it’s website is old and not easy for customers to use. Many people now prefer online shopping, and they expect fast delivery or subscription services, which Green Haven does not currently offer. The business also faces strong competition from a new boutique florist which has a stronger social media presence.
Another issue causing the overall reduced revenue is rising costs. Imported fresh flowers have become more expensive, making it hard for the shop to continue offering a sustainable and bespoke product. 
All of these factors together have affected the shop’s performance and created a significant business problem.
[bookmark: _Hlk205982497]Suggested Two Alternative Solutions

The specific solutions will aim to overcome the problems that the business is facing. Mainly ensuring they are keeping up with local competitors and ensuring they are up to date with digital trends and marketing techniques. Research suggests that small and medium-sized enterprises (SMEs) can improve performance and maintain competitiveness by adopting digital marketing strategies and keeping up with industry trends (Chatzoglou et al., 2024). 
To overcome this, the business may need to hire an IT engineer to help update the website or upskill existing employees.
Solution A: Digital Improvement with New Business Website 

This solution should aim to overhaul the existing online brand, website and social media. A new logo and brand could be made to update the overall business and make sure it aligns with the core business principles. The website will also a low for a new social media update which help the company not just rely on word of mouth. New social media presence will help to attract more online customers and a fresh website focusing on user interface improvements can help to increase customer satisfaction. Customers are more likely to use the website and not give up before ordering which will in turn boost sales. They are also more likely to recommend the business to others which could also boost the number of in store sales.

PMI Analysis:
	PLUS
	MINUS
	INTERESTING/IMPLICATIONS

	New website with improved UI increases chance of customers purchasing products and not leaving the website (+5)
	High costs for website designer and new logo (-5)
	Trends of what products sell more often can gain more business insights (+3)

	Update of the logo and brand will give customers more of an idea of the company values (+3)
	No guarantee on immediate impact on sales and revenue (-5)
	Increase chance of competing with other online businesses (+2)

	Social media gives a wider breadth of customers and wider audience (+5)
	Upskilling for staff means more time and money (-2)
	

	Positive customer reviews and experience more likely (+2)
	
	

	TOTAL = 15
	TOTAL = -12
	TOTAL = 4



Overall PMI Score for Solution A is +7. This suggests the solution would be beneficial to Green Haven Florists.
Solution B: Introduce Subscription Services and Loyalty Scheme 

This solution aims to reward loyal customers who frequently purchasing products from the florists. They would ensure customer retention for the business and also keep up with other competitors who are already offering similar subscription services. Magatef and Tomalieh (2015) explain that customer loyalty programs can improve customer retention. By matching or exceeding what competitors provide, the florist can attract new customers while retaining existing ones, building long-term loyalty and enhancing overall brand value. This approach creates a win-win situation for both the business and its customers.

PMI Analysis:
	PLUS
	MINUS
	INTERESTING/IMPLICATIONS

	Rewards loyal customers which means they are more likely to repeat purchases (+3)
	Struggle to attract new customers if they are already in subscriptions with existing competitors (-5)
	Personalised offers could be made for specific groups or seasonal discounts for example (+3)

	Improves the overall customer retention (+3)
	Additional software or staff could be required (-3)
	Hard to match existing competitors (-3)

	Potential to attract new customers depending on the incentives (+2)
	Customers could expect discounts all the time (-3)
	

	TOTAL = +8
	TOTAL =-11
	TOTAL =0



Overall PMI Score for Solution B is -3. This suggests the solution has some drawbacks, as it does not ensure the business can attract customers away from existing competitors. It could be more beneficial for the business to focus on core issues such as overall digital improvement.

Justification for Selected Solution

Solution A focused on digital improvement with a new business website and from the PMI analysis this is the most appropriate option for Green Haven Florists. The PMI analysis shows a higher overall score of +7 compared to Solution B with -3, indicating stronger potential benefits. Improving the website and social media directly targets customer experience and accessibility, which could increase the florists online and in-store sales. 
The weightings reflect the immediate financial and operational costs but our out weighted by the potential of significant gains in customers and audience reached. Even though the subscription services could increase customer loyalty, they do not address the core issue of attracting new customers, making digital improvement the more business suitable and impactful choice.

[bookmark: _Hlk205982530]Risk Analysis of the Selected Solution

If the improvements to the digital side of the business do not improve revenue or attract more customers, the business should ensure they have enough cash reserves to implement the change without entering into debts or overspending. 
Additionally, there is a risk that the new website could have technical issues or delays in website development so the business should ensure they have a contract in place with the website designer / agency to ensure they are held accountable for any issues and the business is not taking on any additional risk. Monitoring progress through key performance indicators and adjusting strategies as needed will help manage these risks (Kotler et al., 2019). A KPI example here would be how many new customers are accessing the website per day and online number of sales in comparison to in store number of sales.


Plan to Implement the Selected Solution
[bookmark: _Hlk205981406]
Action / Implementation plan for Solution A:
	Actions
	Description
	Time frame
	Staff responsible

	Identify new business brand and website needs. 
Research and surveys.
                      
	Brainstorm ideas, complete customer and competitive research.

Record the business needs and website requirements.
	2 weeks
	Business Owners

	Hire a website and brand designer 
	Develop the new brand / logo with them.
Build the website and create new social media presence.
	1 and a half month
	Agency

	Launch the new website and social media
	Training committee would discuss and decide whether to consult external training providers or organise internal training sessions
Finalise arrangement with the internal or external trainer 
	2 weeks
	Training Committee

	Advertise the website, new brand and social media

	Ensure the new website is advertised and new customers are attracted where possible.
	2-3 weeks  
	Marketing Employee

	Train all staff on the website and how to use the digital tools/social media effectively
	Training delivered by an Internal/External Trainer.
	1 day
	Trainer 

	Evaluate the new changes 
	Looks at digital trends, data and KPIs to see if the changes are working. 
Adjust these accordingly where necessary.
	1 week (after 3-4 months of overall implementation)
	Business Owners



The tasks in the implementation plan are arranged to make the digital improvement clear. Implementation plans help turn strategy into action by providing clear steps and aligning tasks with business objectives (Altassian, 2025). The business owners, Liam and Priya Patel, should spend two weeks finding out what the website and brand need. They should do research and look at competitors to make an informed decision. They should also think about their vision for the company when rebranding.
Next, a website and brand designer is hired for about six weeks. The designer should make a new logo, update the brand, build the website, and set up social media. Using a professional designer ensures the work is done to a high quality. After that, the training committee decides if staff will be trained internally or externally. Then, a marketing employee advertises the new website and social media to attract customers. Finally, after three to four months, the business owners check how well the changes are working using website data and customer feedback. This helps them make changes if needed. 

Means of Measuring Effectiveness of Implementation of Selected Solution

	Action
	KPI / Measure of Success

	Identify new business brand and website needs
	· Completion of research report.
· Correct quantity of customer feedback collected

	Hire a website and brand designer
	· Brand/logo approved
· Website completed 
· Social media accounts set up

	Launch new website and social media
	· Website and social media live

	Advertise the website, new brand and social media
	· Number of website visitors 
· Engagement on social media posts

	Train all staff on website and digital tools
	· Staff confidence survey

	Evaluate the new changes
	· Increase in website traffic
· Growth in online sales 
· Positive customer feedback
· Increase in new customers
· Increase in in store sales 



	Objective
	Specific
	Measurable
	Attainable
	Relevant
	Time-bound

	Improve the business website
	Develop a new website with updated design and brand
	Completion of the website with all pages functionable
	Hire a professional website and brand designer
	Improved customer experience
	Within 1.5 months

	Launch new social media
	Create social media accounts
	Number of active accounts and published posts
	Use an agency or marketing staff
	Attracts new customers and increases engagement
	Within 2 weeks of website being finished

	Increase customers
	Promote website and social media to attract customers
	Website visits, social media likes
	Marketing employee can carry this out as their job role
	Increase potential sales
	Within 4 months after implementation

	Train staff on Digital Tools
	Provide training on website use and how to make effective social media management
	Staff attendance 
	Trainer delivers training
	Ensures smooth operation of digital tools
	Within the first 2-3 weeks after the website is launched

	Evaluate impact of Solution A
	Monitor KPIs to assess effectiveness
	Website traffic
	Business owners review and adjust
	Measures success of digital investment
	3–4 months of implementation



The action plan for improving the florist’s digital presence has clear goals and ways to measure success. Firstly identifying the business brand and website needs will be measured by completing a research report and collecting customer feedback. Hiring a website and brand designer aims to produce a new brand and website for the business. Staff training will be assessed through a confidence survey, ensuring they can use the digital tools effectively. They will also be trained on how to use social media effectively to attract new customers.
Overall evaluation of the implemented solution will be done by checking on KPIs for:
1. Website traffic
2. Online sales growth
3. Positive customer feedback
4. Increases in new and in-store customers. 
Each objective is specific, measurable, attainable, relevant, and time-bound, such as completing the website within 1.5 months, launching social media within 2 weeks, and evaluating success 3–4 months after implementation, ensuring the project stays on track and the business is aligned with it’s overall strategy and improving in the right direction. Liam and Priya must ensure they track these KPIs efficiently to see if the proposed solution needs to be adapted or changed in the future. 
Conclusion:

Green Haven Florists’ reduced revenue is largely due to fewer customers, rising costs, increased competition, and a lack of adaptation to digital trends. The proposed solution within this report suggests that improving the business brand and adopting modern technology, such as an updated website, can directly support increased sales. It is recommended that Green Haven modernise its website, brand and have a social media presence. By implementing these changes the florist can attract new customers and remain competitive in an increasingly digital market that is influenced by digital communications (Emad et al., 2025). These steps described in the report provide a clear plan and route to strengthen the business and increase revenue. This should help to overcome the current problems the florist is experiencing.


[bookmark: _Hlk208302504]
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