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              1. Abstract

This report explores the operational and commercial challenges facing Green Haven Florists, particularly declining sales and inefficiencies in internal processes. Key issues identified include a limited online presence and ineffective order management. To address these problems, the report proposes two solutions: developing an online sales platform and improving the order management system. The PMI (Plus, Minus, Interesting) technique is used to evaluate these options in terms of feasibility and potential impact. Based on the analysis, the preferred solution is the implementation of an online platform, as it offers strong potential to increase sales and expand the customer base. In addition, the report includes a risk analysis, an implementation plan, and key performance indicators to monitor the effectiveness of the chosen solution.


                2.Introduction/ Case study overview

This report examines the situation at Green Haven Florists, a small business facing operational and commercial challenges. A primary concern is declining sales, attributed to increased competition and evolving customer preferences. The company’s limited online presence hinders its ability to connect with a broader audience in today’s digital marketplace. Furthermore, inefficiencies in order processing have led to slower service and reduced customer satisfaction. These issues have collectively impacted Green Haven Florists’ overall performance, highlighting the need for strategic improvements to enhance efficiency, strengthen customer relationships, and support long-term growth.



               3.Proposed Solutions

To address the difficulties Green Haven Florists is experiencing, two possible solutions are presented:
a. Development of an Online Sales Platform
The first solution involves creating an online sales platform. This would allow the business to connect with a larger customer base beyond its physical location and adapt to evolving consumer habits, given the increasing preference for online shopping. An e-commerce website would provide a convenient way for customers to view products, place orders, and make secure payments. Consequently, this approach could substantially boost sales, improve accessibility, and enhance the overall customer experience.
b. Improvement of the Order Management System
The second solution focuses on improving the current order management system. By introducing a more effective and potentially digital system, the business can reduce delays, minimise errors, and streamline daily operations. This could involve better order tracking, clearer communication among employees, and faster processing times. As a result, this solution is likely to lead to higher customer satisfaction and improved internal efficiency.
Both solutions directly address the main problems identified, with one emphasising business growth and the other focusing on operational efficiency.






           



   4. PMI Analysis: Online Sales Platform

	CATEGORY
	POINTS
	SCORE

	PLUS
	Increases market reach
	+5

	
	Improves customer accessibility
	+4

	
	Potential for higher sales
	+5

	
	Enhances customer experiences
	+4

	SUBTOTAL (+)
	
	+18

	MINUS
	High setup costs
	-4

	
	Ongoing maintenance
	-3

	
	Requires digital skills
	-2

	SUBTOTAL (-)
	
	-9

	INTERESTING
	Scalable for future growth
	+4

	
	Aligns with digital trends
	+5

	sUBTOTAL (I)
	
	+9


TOTAL SCORE +18










PMI Analysis: Order Management System

	Category
	Factor
	Score

	Plus
	Improves efficiancy
	+4

	
	Reduces errors
	+4

	
	Faster processing
	+3

	
	Better communication
	+3

	SUBTOTAL (+)
	
	+14

	Minus
	Implementation costs
	-3

	
	Staff training required
	-2

	
	Resistance to change
	-2

	SUBTOTAL (-)
	
	-7

	INTERESTING
	Improves service quality
	+3

	
	Supports system integration
	+3



 SUBTOTAL (I)                                                                      +6
TOTAL SCORE +13





             5.Justification of Preferred Solution
According to the PMI analysis, developing an online sales platform is the preferred solution. This option achieved a higher overall score (+18) than improving the order management system (+13), indicating a greater overall benefit. The online platform offers significant advantages, particularly in expanding market reach, attracting new customers, and increasing sales. Although it involves higher initial costs and requires digital skills, its long-term potential and scalability outweigh these drawbacks. In contrast, while improving the order management system enhances internal efficiency, it does not directly contribute to revenue growth. Therefore, the online platform represents the most effective strategic choice.
         6. Risk analisis
	Risk 
	Likelihood (1–5)
	Impact (1–5)
	Risk Score (L×I)
	How to reduce the risk (Prevention)
	If it happens (Impact minimisation)

	High setup and development cost (limited budget/resources)
	      3
	        4
	   12
	Phase project implementation and strict budgeting
	Reallocate funds and reduce non-essential features

	Lack of technical skills (insufficient staff training)
	      3
	        3
	    9
	Provide staff training and ongoing IT support
	Outsource technical support temporarily

	Cybersecurity threats (online vulnerabilities)
	      2
	        5
	   10
	Use secure payment systems, encryption, and firewalls
	Activate security response plan and notify users quickly

	Low customer adoption (poor marketing or usability issues)
	      3
	        5
	   15
	Invest in marketing and ensure user-friendly design
	Improve website interface and launch promotional campaigns

	System downtime/technical failures (hosting issues or bugs)
	      2
	        5
	   10
	Use reliable hosting and regular system testing
	Switch to backup systems and restore data from backups



                  7. Implementation Plan
To ensure efficiency and minimise disruptions to current operations, the online sales platform will be implemented using a structured, phased approach.
Phase 1: Planning and Research (Weeks 1–2)
This initial stage involves defining the project requirements, selecting a suitable web development approach, and allocating the necessary budget. Stakeholders will be consulted throughout this phase to ensure that all relevant business needs are fully considered.
Phase 2: Design and Development (Weeks 3–6)
A professional website featuring detailed product listings, secure payment systems, and intuitive user navigation will be designed and developed. The integration of robust security features will also be a key focus during this stage.
Phase 3: Testing (Week 7)
The platform will undergo rigorous testing to assess functionality, usability, and security. This phase aims to identify and resolve any technical issues prior to the official launch.
Phase 4: Staff Training and Launch (Weeks 8–9)
Employees will receive comprehensive training on how to manage the new system, process orders, and handle customer enquiries. Following training, the online sales platform will be officially launched.
Phase 5: Monitoring and Improvement (Ongoing)
The platform’s performance will be continuously monitored, and updates will be implemented based on customer feedback and system performance data.




8.Key Performance Indicators (KPIs):
The primary KPIs for this project are online sales revenue and the number of online orders generated via the platform. These metrics will assess the website’s success in enhancing customer engagement and overall business performance.
SMART Objectives:
The business aims to achieve a 20% increase in online sales revenue within the first six months after launch. Furthermore, the goal is to increase the volume of online orders by 30% during the same period. Another objective is to achieve a minimum of 85% customer satisfaction, as measured through user feedback collected within six months.

9.Monitoring and Evaluation
To assess the effectiveness of the online sales platform, Key Performance Indicators (KPIs) and SMART (Specific, Measurable, Achievable, Relevant, Time-bound) objectives will be used. Each month, key metrics such as online sales revenue, total number of orders, and customer satisfaction levels will be reviewed. The target is to achieve a 20% increase in sales, a 30% increase in orders, and an 85% customer satisfaction rate within a six-month timeframe. The evaluation process will involve comparing actual results against these predefined objectives to identify any gaps and areas for improvement. Usability will also be assessed through customer feedback. The insights gathered will guide adjustments to improve performance, refine marketing strategies, and enhance user experience, ensuring long-term success.

10. Key Findings Summary
· Green Haven Florists is experiencing declining sales due to limited online presence and strong competition. 
· Inefficient order management processes are reducing customer satisfaction. 
· Two solutions were considered: an online sales platform and an improved order management system. 
· A PMI analysis identified the online sales platform as the most effective option. 
· Identified risks are manageable with appropriate mitigation strategies. 
· A structured implementation plan supports successful delivery of the solution. 
· KPIs will track improvements in sales, order volume, and customer satisfaction. 
· The online platform is expected to deliver the strongest long-term benefits.
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