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EXECUTIVE SUMMARY 
Heaven’s Flowers Florist is a single retail store with a variety of fresh and artificial flowers, plants, and a limited variety of small gift accessories. The store will be located in Barkingside, East London and cater to the needs of local customers as well as customers placing orders from nearby areas. The atmosphere will be refreshing and bright when you step in due to the aroma and vivid colours of the flowers. We will encourage customers to visit the store to view catalogues and pre-made arrangements. Our products will be available for purchase by placing an order via phone or the internet. This flower shop will always carry a wide array of unique and traditional flowers that can be immediately made for a customer or for a future event. We will focus our efforts on fresh flowers in our floral arrangements or the exceptional varieties of flowers that can be bought by the stem for customers who like to build their own bouquets. To incentivise customers into returning frequently, we intend to provide a customer loyalty program to let our customers know that we personally appreciate their business and to reward them for their patronage. Heaven’s Flowers Florist will hold weekly promotions for those customers who need to save a little extra cash but want long-lasting beautiful flowers. We pride ourselves on guaranteeing fresh long-lasting flowers and plan to meet that promise with each customer. 
Our mission is to establish a flower shop business that will make available a wide range of both fresh/natural and artificial flowers at affordable prices to the residence of Barkingside, Redbridge and other surrounding areas such as Woodford and Chigwell where we intend to open a chain of flower shops.
The business will establish itself by creating a memorable atmosphere and service at an exceptional level. Our efforts to get the business running will be headed by tactical advertising in order to get our recognition in the community. What sets Heaven’s Flowers apart from its competitors is its ability to stay ahead in the market and anticipating the newest trends in floristry. We will do this through continually monitoring social media sites to accurately gauge market demand and through providing annual courses for the staff to learn and master a new qualification in florist design. Currently, the domestic market for flower arrangements and indoor plants is valued at £2.2 billion at retail level[footnoteRef:1], and around 60% of the £2.2 billion spent represents people buying flowers and plants for themselves, for their own homes meaning that primary consumers no longer consider flowers to be special occasion purchases anymore, increasing the scope of sales and revenue.  [1:  http://www.flowersandplantsassociation.org.uk/industry/uk-market.htm, accessed November 2017] 

[image: ][footnoteRef:2] [2:  https://www.statista.com/statistics/429805/quarterly-expenditure-plants-and-flowers-in-the-united-kingdom-uk/] 
This statistic shows consumer expenditure on garden, plants and flowers in the United Kingdom (UK) from 1st quarter 2012 to 2nd quarter 2017, based on volume. In the last quarter of 2014, UK households purchased 1038 million British pounds worth of plants, flowers and other garden goods.
Quarterly expenditure on garden, plants and flowers in the United Kingdom (UK) from 1st quarter 2012 to 2nd quarter 2017, based on volume* (in million GBP)

The goal of this retail store is to become the number-one florist shop in the Redbridge area. Heaven’s Flowers Florist has established the following goals in order to achieve this: 
· Carrying a large variety of fresh flowers by the stem 
· Allowing customers to build their own bouquets to get exactly what they want 
· Ensuring that customers are satisfied with each visit to our shop 
· Making the atmosphere unique, friendly, and visually appealing 
· Guaranteeing our products are unique from the rest of the market and cover a range of aspects – from traditional events to bespoke arrangements 
· Providing excellent customer service. 
Heaven’s Flowers Florist will allow each customer individual time with a designer if needed, whether it is over the phone or in person. We want service to be personalised for each individual and we will do precisely that for our customers. Our services will include our own arrangements from experienced designers or products from carefully selected online suppliers, such as OASIS® Home and Hobby and Interflora products, because of customers’ familiarity with their products. A walk in self-serve cooler will be available for customers to view the different types of flowers we sell by the stem and to see what specific flowers would look appropriate with others. We will carry small gift accessories including different types of pots and planters to accompany regular purchases, and baby items, small trinkets, and other gift items such as picture frames to accompany any last minute special occasion purchases. We will also carry a variety of green and blooming plants. 
Heaven’s Flowers Florist will be a single store owned by Sobia Din. In order to start this business, I have received a personal loan of around £30,000 from a family member to cover the start-up costs. The loan money will be used to get a building in place, secure insurance, help purchase products and supplies, advertising, and start payroll for staff. A future date has yet to be chosen for the opening but we are strongly suggesting the month of December will be appropriate to start off with the upcoming Christmas season. 
MANAGEMENT PROCESSES 

Heaven’s Flowers will employ 10 people including 6 designers and 4 delivery drivers. Our hours of operation will be 9:00 a.m. to 5:30 p.m. Monday through Friday, Saturday from 8:00 a.m. to noon, and closed on Sundays. Most major holidays we will be closed.

The head of Human Resources (HR) will handle all the financials and oversee all production for the shops. The other employees that must be present in order to make this business run are the designers and delivery drivers. One of the top floral designers who is a full-time employee will hold a managerial position and there will be one full-time delivery driver. All other employees below these managerial positions will hold no authority or make executive decisions. 
All full-time employees will have access to a benefit plan that will include the following attributes. 
· 1 paid day off for the employee’s birthday. 
· 3 paid days off for any sicknesses. 
· 1 week paid vacation is available after 1 year and will continue until 5 years. After 5 years the employee will receive 2 weeks paid vacation and at 10 years will receive 3 weeks vacation. 
· Paid maternity/paternity leave. 

The two managerial positions available for a designer and a delivery driver will hold the same authority over other employees whether part-time or full-time, but hold somewhat different managerial duties. The floral designer manager will be responsible for making any product decisions regarding ordering of new inventory, customer issues that are mainly in-store, assigning tasks to other employees, and ensuring the overall operations are running smoothly and efficiently. The delivery driver manager will be responsible for assigning and organising routes for each driver, customer issues that are mostly over the phone regarding delivery times and customer concerns, and ensuring that delivery drivers are running the most efficient and safest routes possible. 

The manager-level positions will start at £11 pounds an hour plus £4.50 for every arrangement made for the floral designer and an extra £4.50 for every delivery made for the delivery manager. The rest of the employees whether full-time or part-time will start at an hourly wage of £7.50 an hour with the possibility of earning £3 for every arrangement made in a designer’s case and another £3 for every delivery made by a driver. 

The head of HR will be in charge of the recruitment process as they will have a thorough understanding of the kind of employee our business is looking for, and so they can make a good assessment in the interview process. The owner will also attend the panel of interviewers to oversee the process and provide feedback, as well as a manager relevant to the position being filled. For example, if the interview is for a delivery driver vacancy, then the delivery driver manager will be present to provide their feedback on what kind of employee they need to the owner and head of HR. Allowing the managers to be a part of this decision making process is good because it allows the owner and head of HR to have a valuable insider opinion from the staff itself making the recruitment process easier, and incentivises lower-level employees to aspire to work towards a managerial role as they will be awarded with more involvement in the company and a chance to exercise the kind of responsibility they might not have had in a larger company. 

Business performance will be assessed by both the owner, Sobia Din and the head of HR through monthly reviews of the staff in terms of performance, workplace etiquette, initiative and teamwork. Performance will be assessing how much revenue an employee is earning for the company against the hours they put in; workplace etiquette will assess how appropriately an employee treats their place of work and fellow colleagues in terms of their language, behaviour, attire, and punctuality; initiative will oversee whether an employee has been proactive in regards to their role and doing more than the bare minimum of their job by using ways to attract new clients or making adjustments in their work to provide more effective results; teamwork will assess how well an employee gets along with the other staff to ensure the smooth and harmonised running of the business. Customer satisfaction surveys will also be a key tool for assessing business performance. 
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BUSINESS RISK 

Competition is one of the major risks in any business including the flower business, because we have already researched in the area. We shall try to lower the prices more than our competitors, be more creative and sell more products (types of flowers) and also other goods like containers, manures., etc. We shall also use an online service to sell goods and deliver to customers locally. This will allow us to gain a competitive edge over rival florists. 

Another key issue we will address is over reliance on a few or certain suppliers as you may find that if they let you down, you won't have enough stock to sell. Here we shall be focusing our efforts on areas like flower markets or farmers where we can't collect the product in case this happens.

Failure to meet sales targets is another major risk. As a new starter, things can't go the way you expect. This can be easily rectified by putting in extra hours, adding more products at a lower cost and hiring professional flower florists for advice.

Other risks to think about are natural disasters, as you have to insure against this even though you might not expect it, and to minimize significant business loss through a contingency plan. For example, the flower industry worldwide suffered heavily in 2010 because of the eruption of Iceland’s volcano, Eyjafjallajokull, which meant that key flower exports from countries such as Kenya and Holland were unable to complete deliveries as their flowers were ruined from the effects of the volcano[footnoteRef:3]. Planning against something like this, even though the chances of it might seem small, would be a good way to make sure the business stays afloat even in times of such adversity.  [3:  http://www.actforlibraries.org/how-icelands-volcano-impacted-the-flower-industry/] 


Furthermore, there are certain things that a starter flower business will have to do differently to ensure the business makes sense financially, compared to other well-established florists. For example, because some flowers don’t last long in comparison to other types, as a starter business we wouldn’t stock a huge amount of these flower species which don’t last long because you end up throwing them in the bin when they reach an unusable stage, which is money wasted. 
 
Another issue to consider is Economic uncertainty. When you open a new business, you can expect to get seed money which is going to help you service the loan. However, sometimes things can't go the way you want. For example, if you can't service the loan you can approach some family members to see if they can offer some help. If they can't, then you can apply to have the bank loans underwritten by the government. This can help the company borrow more money.

Hazards and environmental risks should also be planned for carefully. Employees need to take care when spraying flowers and plants with insecticides, as if not done properly and carefully, they may fall sick from the chemicals.

PEST ANALYSIS 

Social and cultural tractors
The flower shop will offer branded products and services which offer value in terms of the price and quality. They target customers from different cultures mostly ages 25 – 50 years.

Politics and law
The flower shop is aware of laws governing the business and will be able to abide with it and its employees. We also have a long term lease which will help our business to grow.

Technology
Modern technology is going to play a very big role in our business. Our online shopping is going to help us advertise, sell online and communicate to both our customers and suppliers by using email, phone and applications such as ‘WhatsApp’. 

Economic factor
The economy of the country is good - this allows our company to be making money because there is a sufficient amount of people in employment.



SWOT

Strength
Our company will stock a wide range of flowers and we shall offer a free delivery service to our local customers.

Weakness
This includes giving customers goods, flowers of poor quality and charging more than our competitors.

Opportunities 
The online shopping market will give our flower shop an advantage of selling more products beyond the local market.

Threats

 These are unexpected issues which may occur at any point of time including financial difficulties. 
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SALES TARGETS AND OBJECTIVES  

The performance related bonuses and incentives are essential to get the best from your sales person. The advantage of sales roles is that the effectiveness of each sales person can be measured and determined clearly.  Therefore, targets should be set to give a clear indication of what kind of performance is expected, and incentives should be provided to encourage sales staff to meet and exceed those expectations. 

Targets should be broken down into different areas depending on the type of customers being sought:

New customers - this is the  main role of a sales person, to bring in the new customers who have never previously purchased the product or service.

Existing customers - it’s likely that there are product or service enhancements that you can sell to existing customers, and up selling is the key to success for many businesses as initial sale only has a small margin. It is up selling that is most profitable.

Past customers - previous customers should not be considered lost forever. Set targets to encourage salespeople to pursue past customers. The exact sales targets will depend on what drives the profitability of your business. Although you should set final sales targets it’s also important to set activities that your sales person will carry out, each one increasing the likelihood of bringing in successful sales. Possible activity targets include phone calls; - the number of increasing completed calls, where a conversation has been held with a potential customer. Sending out letters; -this refers to the number of prospects targeted and it will often be followed up with a phone call. Leads generated; - this figure will enable you to evaluate how effective your salesperson is at generating leads from each phone call. Salespeople are motivated when receiving bonuses and incentives for the jobs done. So each sales person is paid on performance on sales, what they sell and profits made. Companies employing them will have to pay them bonuses to not risking to lose them.  Most of the companies set a target to achieve sales portray are also paid on- how to find new customers, -the number of calls they make, correspondence or emails sent, leads generated and most likely to generate, finding customers is when sales person find customers by talking to them face to face.  Good communication needed to convince customers. They decide how to meet them, making appointment, places also e.g. café, public parks or at the customer’s house.  Face to face meeting actual appointments with the customers.   With figures for the member of   completed sales as well you’ll be able to identify a clear picture of how many prospects are converted into leads and how many leads into customers.  This can form the basis.  Face-to face; -meeting actual   appointments with customers.   With figures for the number of completed sales as well you’ll be able to identify a clear picture of how many prospects are converted into leads and how many leads into customers.    This can form the basis for identifying leakages in the system, such as a high percentage of generated leads not resulting in sales, to help you improve the efficiency of your sales staff.  You may decide that it’s best to try to arrange a meeting with prospects   if for example sending over additional   information initially often results in the prospect losing interest.  Alternatively, the information that is sent over to prospects may need to be improved.  One aspect of the sales target process that is worth nothing is that your sales staff should be involved in the process of deciding appropriate targets, as noted by JOEL DECEUSTER, founder + DESEUSTER&ASSOCIATES;’’ by including your sales person, you give them added motivation to succeed. But without inclusion, sales person will figure out the best excuses in the world why they can not achieve” Reassess target from time to time and evaluated performances. It may be that the geo graphical areas for each sales person to cover to large, a competitor has introduced a new service which is for attractive compared to yours, or there is a general slow down. Move quickly to resolve any problems, readjusting sails targets where appropriate.

Operational requirement

Are those statement that identified the essential capability, associate to requirements, performance    measurement and process actions, that are taken effecting the resulting, that are desirable in order to addressing mission in area deficiency, evolve applications or treating emerge technologies.   Or system of cost improves.   The operational requirement assessed and start with the operational, concept for great level of detail in identify mission, of performance assumptions and constraints and current defy.

[bookmark: _GoBack]
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MARKETING 

The marketing manager will be in charge of marketing strategies and Heaven’s Flowers Florist will take various measures in order to promote the new shop. Word of mouth is the least expensive way to do this, but we will also use other means. We will hold a grand opening for customers to see what products we will carry, what kind of environment we have created, and what kind of people will be working here. We will be placing flyers and promotional coupons for a free rose throughout the town at local businesses. We will also run a daily ad in local papers, list our company in service directories such as Yell and the Yellow Pages, and promote our new business through the internet via social media sites such as Instagram and Facebook. 
The advertising will consist of the ad in the daily newspaper for the grand opening and repeat advertising for a month or two after the initial opening. We will air a radio commercial on a local radio station. Flyers will be hung in local businesses all over town. Other limited coupons will be distributed for a free bouquet of flowers upon an initial purchase. Our budget for advertising will total approximately £7,000 for the first year. Business results will determine whether that amount needs to be adjusted in the future.

The marketing manager will also boost our online presence through continually posting pictures of our products and staff. Expressing a brand’s identity and authenticity has become increasingly important in the digital market of the 21st century where competition has increased on all markets[footnoteRef:4]. Social media will allow the business to have a personable feel as we can directly interact with current and potential clients, as well as having the opportunity to network with other businesses and companies.  [4:  https://www.thinkwithgoogle.com/marketing-resources/building-identity-through-social-media/, accessed November 2017] 

The pricing for our products will vary greatly. Our fresh flowers will sell by the stem and range anywhere from £1 to £35. Our designed arrangements and plants will start at £35.00 and can increase well beyond that. We will require a minimum order of £35 in order to send a delivery. 
Delivery charges will vary according to the distance our drivers must travel to complete the delivery. Our gift accessories will be in the price range of £5 to £85. 
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