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Brief Explanation of the Specific Business Problem
Green Haven Florists is a small, independent flower shop located in Norwich, UK. It was founded in 2016 by partners Liam and Priya Patel.  They are famous for their bespoke floral arrangements, eco-friendly packaging, and strong community ties. They cater to a wide range of customers—from walk-in clients to corporate clients and weddings. 

[bookmark: _Hlk205982497]However, over the past year, Green Haven Florists has experienced a significant decline in in-store sales and reduced foot traffic. With rising operational costs, supply chain disruption, high inflation rate, outdated website and increased competition from online flower delivery services, the business is struggling to maintain profitability.  The owners need to address this problem if their shop is to remain competitive in the market.

This report discusses, identifies and evaluates two possible solutions, to select the most appropriate one that the company could employ to solve the problem. In addition, it conducts a risk analysis of the chosen solution and discusses the plan of its implementation.

Suggested Two Alternative Solutions
To identify the most suitable solution for Green Haven, a PMI analysis was carried out to assess both options. A detailed table with supporting explanations is presented in Appendix 1.
Solution A Proposal – Referral Incentives
Referral incentives can significantly boost a florist’s sales by turning satisfied customers into enthusiastic brand ambassadors. When existing clients are rewarded for bringing in friends or family—through discounts, free bouquets, or loyalty points—it creates a powerful word-of-mouth marketing loop that attracts new customers at a low cost. As per MKTI Admin (2024),  “rewarding both the referrer and the referred party can foster repeat business, as both feel appreciated and incentivized”. These new visitors, motivated by their own rewards, are more likely to make a purchase and potentially become repeat buyers. Additionally, referral programs foster a sense of community and trust, as people are more inclined to try a florist recommended by someone they know. Over time, this strategy not only increases footfall (i.e., targeting a main cause of the problem) but also builds a loyal customer base that continues to grow organically.

Solution B Proposal – Digital Transformation
Digital transformation can significantly boost a florist’s sales by expanding their reach, streamlining operations, and enhancing customer engagement. As per (Xero, 2025),  “It helps modernise operations, improve efficiency, and stay competitive through adoption”. .By adopting tools like e-commerce platforms, social media marketing, and digital payment systems, florists can attract a broader audience beyond their local foot traffic. Online ordering and delivery options offer convenience, while data analytics help personalize promotions and predict customer preferences. According to ltp123 (2025), “customers can customize orders with delivery dates or personalized messages seamlessly online rather than depending solely on local florist shops”. Digital loyalty programs and targeted email campaigns further encourage repeat business. Overall, integrating digital solutions allow florists to operate more efficiently, respond quickly to market trends, and build lasting relationships with tech-savvy customers.

According to Wakerley, (2025), “florists who embrace these changes today will not only meet evolving customer expectations but also lead the way in a dynamic and competitive market”.
Justification for Selected Solution

Based on the PMI analysis presented in the Appendix 1, Digital Transformation scored highest, meaning it offers the most effective strategy for enhancing sales performance. 

In an era where visual storytelling and online engagement drive customer interest, their absence from channels like Instagram, Facebook, and Pinterest meant they missed opportunities to showcase their floral designs, promote seasonal offers, and connect with a broader audience. This lack of activity reduced their visibility among younger, tech-savvy consumers who often discover local businesses through digital word-of-mouth and targeted ads. Without regular posts, interactive content, or influencer collaborations, Green Haven found it difficult to compete with more digitally agile florists. Their challenge wasn’t just technical—it was strategic, as they needed to shift from traditional marketing to a dynamic, content-driven approach that builds community and drives footfall both online and in-store.
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Risk Analysis of the Selected Solution

It is a multi-step process aimed at mitigating the impact of risks on business operations. It is to ensure that all aspects of the business are protected from potential threats. (Safety Culture, 2025).   Risk  Analysis table with supporting explanation is provided in Appendix 2.

Green Haven Florist’s digital transformation presents both promising opportunities and critical risks that must be carefully managed. By embracing digital tools, the florist can expand its reach, streamline operations, and boost sales.  Implementing digital changes also carries financial risks, including upfront costs for technology and training, operational challenges like staff resistance or skill gaps and cybersecurity risk such as online fraud or customer data breach. Despite these concerns, the transformation can be justified by its long-term benefits- improved customer experience, increased footfall through online-to-offline strategies, and enhanced brand loyalty via personalized digital campaigns. 



Plan to Implement the Selected Solution
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After analysing the relevant risk factors, the next step is to apply the implementation plan—a structured, written document that outlines the specific actions a team must take to achieve a defined goal or complete a project. Implementation plan is provided in Appendix 3.

It requires proper planning, execution and management. It begins with a clear assessment of current processes and identification of digital opportunities aligned with strategic goals. Key areas such as staff training, web development, and social media setup are prioritized, each supported by detailed documentation. Each phase is then executed with timelines and responsibilities clearly assigned, performance is monitored and adjustments are made based on feedback and analytics. The plan 

concludes with a review of outcomes, ensuring that digital solutions are fully integrated, sustainable, and delivering value across the organization. (Antonenko, 2022)


Means  of  Measuring  Effectiveness  of  Implementation  of Selected Solution

Key Performance Indicators (KPIs) are quantifiable metrics that measure an organization's progress towards its goals and objectives. They provide a way to evaluate performance, identify areas of improvement, and make data-driven decisions  (Faster Capital, 2024).  A detailed table with supporting explanation is provided in Appendix 4.

Green Haven Florist’s KPI framework is designed to measure performance across digital engagement, customer satisfaction, operational efficiency, and marketing growth. Key indicators include website traffic, social media engagement rates, and online order volumes to assess digital presence. Customer experience is tracked  
through satisfaction scores, repeat purchase rates, and response times to ensure high service standards. Operational KPIs such as order fulfilment time, inventory turnover, and error rates help maintain smooth internal processes.  These KPIs provide a clear, data-driven foundation for decision-making, continuous improvement, and long-term success.


Key Findings



· The floral industry in the digital age has completely transformed. Digital transformation helps florists work smarter, reach more people, and deliver fresh, personalized flowers faster and more sustainably.

· The PMI analysis clearly indicates that digital transformation is the most advantageous option for improving sales at Green Haven Florist.

· A structured risk analysis identified manageable risks associated with digital transformation, such as initial training needs and potential resistance to change. 

· The implementation plan outlines step-by-step actions, timelines, and responsibilities. This ensures that all team members understand their roles, reducing ambiguity and increasing the likelihood of successful execution.

· SMART objectives and KPIs drive measurable progress such as website traffic, customer satisfaction, and order fulfilment time.

· Customer feedback and monitoring enable continuous improvement. This allows Green Haven Florist to adapt strategies based on real-time insights, ensuring long-term relevance and customer satisfaction.
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Appendix 1
PMI Analysis Table

Solution A: Referral Incentives: Reward customers who bring friends or family into the shop such as discounts, loyalty points, or freebies—to increase customer engagement and footfall in a florist shop.

	Plus
	Minus
	Interesting

	Attracts new customers through referral or first-time offers 
+3
	Can create dependency—customers expect rewards every time
-4
	Seasonal or surprise rewards can create buzz and anticipation
+4

		Enhances customer satisfaction and emotional connection
+3
	



	May not appeal to all demographics

-3
			Collaborations with local businesses can expand reach and reward variety
+4







	Encourages repeat visits and builds customer loyalty

+3
		May reduce profit margins if not carefully managed

       -4
	



	Customers may share their experience on social media, boosting word-of-mouth
+3

	
TOTAL: +9
	
TOTAL: -11
	
TOTAL: +11
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Final Answer for Solution A = 9 [(9 – 11) +11]









PMI Analysis Table

Solution B: Digital Transformation: Digital Transformation refers to the process through which organisations adopt digital technologies to enhance their operations, improve customer experiences, and drive innovation. (IMD, 2023)

	Plus
	Minus
	Interesting

	Expands customer reach through online platforms and social media

+5
	Initial setup costs can be high (website, software, training)


-4
	AI tools and automation can personalize customer experiences in real time

+3

	Enables online ordering, delivery tracking, and inventory management
+4
	Staff may resist change or lack digital skills

-3
		Digital loyalty programs can 
engage customer retention

	


+3

	Enhances customer convenience and satisfaction

+4

		Requires ongoing updates 
and tech support

-3
                             -3
	    



		Integration with local events or
influencers can boost visibility

	




+3

	
TOTAL: +13
	
TOTAL: -10
	
TOTAL: +9



Final Answer for Solution B =12 [(13-10)+9]






Appendix 2

Risk Analysis Table

	
	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
	Financial Risk- 
High upfront costs for website development, software, and training
	5
	3
	15
	Explore grants or small business support
	Explore ways to reduce daily operational expenses 

	2
	Operational Risk- 
Staff resistance or lack of digital skills

	3
	4
	12
	Provide training and involve staff in planning and decision-making
	Implementing staff training essential to enhance operational efficiency  (Dune, 2023)

	3
		Reputational Risk-
	

		Poor online reviews 
or social media 
missteps
	



	



	3
	3
	9
		Monitor 
feedback 
closely and 
respond promptly
with 
professionalism

	

	



	Respond quickly and make sure that mistake does not happen again

	4
		Cybersecurity Risk – 
Exposure to data
	

	breaches or online
fraud
	

	
	



	3
	4
	12
		Invest in 
secure 
platforms and
educate staff 
on data 
protection

	



	provide ﬁnancial protection against losses  (Saeed et al., 2023)









Appendix 3
Implementation Plan

	
	TASK
	WHAT
	WHEN
	WHO
	Done

	1
	Digital Audit
	
	




		Assess current 
digital presence, 
website, and 
social media activity
	Business owner + IT consultant

	

	
	





	Week 1

		Business owner
 + IT consultant
	



	Provide a comprehensive analysis of current website  performance (including page speed, technical issues and user experience)
 (Tomasis, 2024)

	2
	Staff Training


	Train staff on basic digital tools (POS, social media)

Give details about the date and duration of the training
		Week 1-2
	



		Business owner
+ Staff +
Digital Trainer

	





	Keep a record of training 


	3
	Website Upgrade
		Redesign website
with e-commerce
	




	Week 2-4
		Web developer
	




	Provide clear evidence of planning, execution, testing, and client approval

	4
	Social Media Setup

		Create and brand
Instagram, Facebook
and Pinterest 
accounts
	





	Week 2


		Digital Consultant
	

	
	





	Facebook, Instagram, Pinterest accounts created
Logo, cover images, and brand kit uploaded

	5
	Content Calendar Launch


		Plan and schedule 
posts (e.g., floral
tips, promotions and
events)
	



	Week 4


		Digital Consultant
	




	Content calendar finalized and approved 
Launch dates confirmed and calendar synced 

	6
	Launch Campaign

		Promote new digital 
services via email, 
social media, and 
in-store

	



	Week 5
		Digital Consultant
	



	Campaign assets created, approved, and published
Launch posts scheduled and released across all platforms
Email and social media launch coordinated and completed

	7
	Customer Feedback
		Collect feedback via
surveys and reviews to refine digital services
	



	Week 6
		Business owner
+ 
Staff
	



	Feedback forms distributed and responses collected
Customer comments compiled and analyzed
Social media comments and reviews monitored and logged

	8
	Monitor & Adjust
		Review analytics, 
sales data, and 
engagement to 
optimize strategy
	



	Monthly
		Business owner
+ 
Digital Consultant
	



	Analytics reviewed and underperforming posts identified
Content strategy updated based on audience behaviour
Monthly performance report completed and shared




Appendix 4

The Key Performance Indicator (KPI)

KPIs are the elements of any organisation’s business or strategic plan that express what outcomes we are seeking and how we will measure their success.  It expresses what we need to achieve and by when.  KPI’s are always quantifiable, outcome-based statements to measure if we are on track to meet our targets and objectives. (Enochson, 2024)


	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	
Increase website traffic and online orders





	
Track on monthly visitors to the florist’s website and check number of orders placed via website




	
1000+ visits/month and minimum 50+ orders/month




	
Website visits & returning users with their 
time spent on site/app help improve the traffic




	
Within 3 months
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