
Executive Summary

Frozen Whispers is set to revolutionize the ice-cream industry with an appealing array of products that
cater to children, teenagers, and adults alike. This ice-cream parlor, operating under a flat organizational
structure headed by Sarah Johnson (Owner), Emily Turner (Manager), two Shift Supervisors, and ten Ice
Cream Servers, aims to tantalize your taste buds with a myriad of ice cream flavors and desserts.

 
Our extensive product portfolio comprises sundae, milkshakes, and ice-cream cakes, among others. To
accommodate customers' diverse lifestyle choices and dietary needs, we are committed to offering vegan
and sugar-free options. We are determined to keep our offerings fresh and exciting by introducing unique
and seasonal flavors regularly.

 
Frozen Whispers competes with formidable rivals in the market, such as Cold Rush Ice Cream, Chilled
Chatters, Arctic Delights, Frozen Fables and Ice Dreams Parlor. Our strength, however, lies in our
comprehensive range of products and commitment to inclusivity by offering vegan and sugar-free
varieties. Nevertheless, we acknowledge the need to continuously innovate and strive for excellence,
hence the regular introduction of new flavors and an unwavering commitment to high-quality, irresistible
offerings.

 
Our skilled management team includes industry veterans such as Sarah Johnson, Alicia Clarkson, Emily
Turner, Laura Sanders, and Robin Gordon, each bringing valuable professional expertise from notable
companies like Baskin Robbins and Ben & Jerry’s. Their collective years of experience and proven track
record in the food industry will drive Frozen Whispers’ success in the competitive ice-cream market.

 
Our marketing and sales strategy hinges on traditional advertising, digital marketing on popular social
media platforms, in-store promotions, and strategic alliances with local events. We also plan to expand
our reach by offering a delivery service through popular apps like UberEats and Grubhub.

 
Operationally, Frozen Whispers will source premium ingredients, attract skilled staff and maintain
cutting-edge ice-cream-making facilities. With quality as our prime focus, we aim to sell 400 cones per
day. Our operating hours will span from 10 AM to 10 PM, accommodating the varying schedules of our
customers.

 
Financial projections indicate a favorable outlook over the next 3-5 years, with expected revenue reaching
$500,000 in the second year and crossing the $1 million mark by the fifth year. However, we have
identified potential business risks, including seasonal fluctuations, spoilage, health violations, fierce
competition, and the adverse effect of COVID-19 on business operations. Each risk has an associated
mitigation plan to counter potential devastation, and a contingency plan to ensure the business remains
robust and profitable, even in the face of adversity. With thorough planning and a clear vision, Frozen
Whispers is set to conquer the ice-cream industry, making every bite an unforgettable journey of flavor
and delight.

Business Description

Frozen Whispers is an ice cream parlor, located in the heart of New York City. The business was first
conceived in 2018 by Sarah Johnson, a passionate ice cream enthusiast with a dream. Her vision was to
create an oasis where everyone, regardless of age, could indulge in creative, mouth-watering ice cream
varieties that far exceeded the traditional vanilla, chocolate, and strawberry offerings. The purpose of
Frozen Whispers is not only to provide delicious ice cream but also to create a unique and memorable
dessert experience.

 
We operate in the Food Services Industry, specifically in the Ice Cream Parlors segment. This industry is
filled with intense competition but has remained resilient over the past decade due to its persistent
popularity across all demographics. 

 



Our mission is to provide a delicious escape from the everyday through our variety of gourmet ice
creams. We intend to be the top management team of dessert lovers from every walk of life, promising an
innovative variety of flavors, top-notch customer service, and a commitment to high-quality ingredients.

Frozen Whispers operates as a sole proprietorship, owned entirely by Sarah Johnson. We feel this
structure benefits our business as it allows us maximum management flexibility, with the ability to adjust
quickly and effectively to shifting market demands.

In terms of the projected long-term potential of the business, we see great promise. The appeal of ice
cream is enduring and crosses all age demographics. With our focus on innovation and a commitment to
quality, we envision Frozen Whispers evolving into a top destination for the dessert lovers, not only in
NYC but across the state and, one day, the nation.

Looking towards the future, we plan for steady yet formidable growth. We aim to continuously expand
our menu, whilst ensuring we consistently deliver the tastes and experiences our customers have come to
expect. This growth will certainly introduce new challenges, but with Sarah Johnson and her committed
team at the helm, we are confident in our ability to navigate these challenges and achieve our dream of
making the world a sweeter place, one ice cream at a time. 

Frozen Whispers aims to inspire a sense of anticipation and tantalize taste buds as customers look forward
to savoring their picks. Ice cream for us is not just a business; it's a sweet journey that we love to share
with everyone.

Market Research and Analysis

Frozen Whispers operates within the thriving ice-cream industry. The U.S. ice-cream market was valued
at $57.7 billion in 2019 and is projected to grow at a compound annual growth rate of 5.3% from 2020 to
2027. This industry is driven by trends including the consumption of organic ingredients, demand for
premium products, and continual flavor innovation. 

 
Our target market comprises children, teenagers, and adults who revel in ice cream and desserts,
specifically within the New York metropolitan area that has a population of approximately 19.3 million.
With an intended focus on millennials who are leading drivers of the organic and sustainable food
movements, we acknowledge the significant growth potential within this demographic.

 
The market's growing appetite for diversity and innovation fuels the demand for exotic and unexplored
flavors alongside a strong preference for healthier options. Vegan, gluten-free, and low-sugar alternatives
are sought after, along with artisanal hand-crafted ice creams that offer an upscale dessert experience.

 
Trends indicate consumer preference for personalized experiences, such as build-your-own-sundaes and
mix-and-match flavor options. Subscription services and home deliveries are also gaining traction, mainly
due to the recent pandemic's societal shifts.

 
A competitor analysis indicates several prominent competitors. Cold Rush Ice Cream, armed with its
expansive flavor library and national brand recognition, holds a significant market share. Chilled Chatters
is known for its unique flavor combinations and holds a loyal customer base. Arctic Delights, Frozen
Fables, and Ice Dreams Parlor also offer stiff competition with their appealing marketing strategies and
customer loyalty programs.

 
Potential barriers to entry include the established presence of competition and the substantial initial
capital investment required for leasing premier locations, procuring machinery, and inventory build-up.
Furthermore, ensuring compliance with food safety and health department standards requires continual
investment and vigilance. 

 
Frozen Whispers intends to navigate these barriers through strategic planning and execution. The
investment in a highly experienced and committed management team will provide an advantage in



business operations, strategizing, and problem-solving. Additionally, offering a variety of ice cream-
based desserts that cater to vegan and sugar-free options can address market demands and set us apart
from competitors.

Our unique and seasonal flavors, alongside superior customer service, should result in strong customer
loyalty. By leveraging marketing platforms, both online and offline and engaging potential customers
through local event partnerships, we intend to quickly establish ourselves as a premier destination for ice
cream lovers. Offering delivery services through popular apps will also cater to consumer preferences and
enhance our reach.

In conclusion, Frozen Whispers, equipped with a comprehensive understanding of the market, is well-
positioned to step into the industry, develop a loyal customer base, and secure a good market share in the
excitingly versatile world of ice cream.

Organizational Structure 
and Management

Frozen Whispers is set on a mission to provide a delightful, out-of-the-box ice cream experience. This ice
cream shop, located in the heart of New York City, revolves around a flat organizational structure that
promises efficient decision-making and improves communication.

 
The leadership team comprises Sarah Johnson (Owner), Emily Turner (Manager), two Shift Supervisors
and ten Ice Cream Servers, each bringing their unique skills to the table. Sarah, a former regional
manager of Baskin Robbins, brings valuable industry experience and an unyielding passion to the role.
Emily, with over ten years of experience in food retail management, ensures seamless operations across
the ice cream shop's facets.

 
Our staffing needs are met currently, but as we plan towards expanding our "Frozen Whispers" brand, we
foresee increased manpower requirements for both back-end preparation and front-end customer
servicing roles. Consistent recruitment and rigorous training of staff will be prioritized to maintain high
service standards and food quality.

 
Human resources policies and practices at Frozen Whispers are designed to ensure an inclusive and
engaging work environment. We believe in equal opportunities for all and adhere to strict anti-bias and
anti-discrimination practices. Regular feedback sessions, performance evaluations, and emphasis on skill-
enhancement underscore our commitment towards supporting our employees' well-being and professional
growth.

 
External advisors and consultants play a crucial role in our company's progress, particularly in areas such
as legal compliance, tax planning, and food safety standards. We count on the expertise of external HR
consultants for the most updated and relevant HR practices.

 
On the finance front, robust financial planning steered by our Financial Controller, Robin Gordon, a
seasoned CPA. Robin's extensive experience in retail finance provides us with solid footing in the sector
while ensuring the effective and responsible management of resources. 

 
Our primary competitors in the current market are "Cold Rush Ice Cream", "Chilled Chatters", "Arctic
Delights", "Frozen Fables", and "Ice Dreams Parlor". Our strengths lie in our unique flavor profiles, a
firm commitment to quality, and unparalleled customer service. We aim to differentiate ourselves from
our competitors by consistently introducing unique and seasonal flavors. However, we acknowledge
challenges, such as maintaining consistency in flavor and quality, managing customer expectations, and
the need for continuous innovation. We are confident that with strategic focus and implementation, we
can turn these challenges into opportunities for growth and brand differentiation.

Products or Services



Frozen Whispers is centered around the creation and retail of quality ice-cream, including a variety of
innovative flavors and novel dessert combinations. Consisting of our flagship range of classic flavors, we
regularly innovate with unique seasonal and gourmet flavors derived from local and exotic sources. Our
offerings also include custom-created sundaes, milkshakes, ice cream cakes, and other ice cream-based
desserts. A blizzard of sweetness, if you will.

Our unique selling proposition is a fusion of quality, creativity, and customer responsiveness—reflecting
a mix of classic and unusual flavors you won't find anywhere else. We cater to a broad range of tastes
with vegan and sugar-free options. Under Sarah Johnson's creative stewardship, our shop offers an array
of European and Asian inspired flavors that bring the global culinary scene home to New York.

Frozen Whispers is a startup currently in the beta phase. We are testing with a select group of local
consumers while sourcing high-quality inputs from the creameries of Pennsylvania and organic fruit
farms of Up-state New York. Although we are in the early stages, future plans involve expansion. In 3-5
years, we plan to establish a chain of stores in the Tri-state region and develop a national-brand presence.

We are currently awaiting the approval of patents for three of our unique flavors: Caramelized Fig &
Cheese, Earl Grey Fudge, and Bourbon Pecan Pie. In addition, we have registered Frozen Whispers and
our by-line "Whispering Sweetness" as trademarks, setting a strong foundation for future branding.

The production process at Frozen Whispers starts with quality ingredients sourced from reliable suppliers.
The ice cream base is made fresh every day and pasteurized in-house. Flavors are then incorporated,
followed by churning in high-end ice cream machines imported from Italy. This slow process allows the
ice cream to have a denser, creamier texture.

Our major suppliers are local dairy farms affiliated with the Certified Organic Association of
Northeastern New York, and the Pennsylvania Association for Sustainable Agriculture for fresh, organic
fruits and cream. We have secured contracts with these suppliers for a continuous and stable supply of
high-quality ingredients, ensuring minimal delays or disruptions.

Delivering a refreshing experience with every scoop, Frozen Whispers is here to make your ice-cream
dreams come true with a truly unique, exquisite twist on beloved classics.

Marketing and Sales Strategy

Frozen Whispers, born out of a love for ice cream and a passion for crafting unique flavors, has its
headquarters nestled in New York City. What started as a playful exploration of dessert varieties by Sarah
Johnson has grown into a business venture with a comprehensive range of products that cater to diverse
tastes and age groups. The ice cream parlor offers a wide variety of flavors, sundaes, milkshakes, ice
cream cakes, and numerous other desserts, with vegan and sugar-free options to cater to the health-
conscious market.

 
Marketing Strategy: 

 
Our marketing strategy revolves around online and offline channels. We intend to connect with our
audience through social media platforms like Instagram, Facebook, and Twitter. These platforms allow us
to showcase our products effectively, share behind-the-scenes content, announce new flavors, create
brand stories and engage directly with our customers. We also recognize the critical role of search engine
optimization (SEO) and plan to create a user-friendly website with regularly updated blogs about ice-
cream trends and in-house developments. For offline promotions, we aim to collaborate with local events
like food festivals, sports events, and community gatherings to create a presence within our target market.

 
Sales Strategy:

 
A robust sales strategy is crucial to our business objective. For sales activities, our prime channel would
be our store; however, we will also adopt a delivery model operating via food apps like UberEats and



GrubHub to increase our service reach. Our sales team, led by an experienced supervisor, will provide
warm, friendly, and efficient service to our customers.

Pricing Strategy:

Our pricing strategy is based on a cost-plus pricing model. We have priced our products reasonably while
ensuring excellent quality, which we believe differentiates us in the competitive market.

Distribution Channel:

Apart from our flagship store in New York City, our ice cream delivery model through UberEats and
GrubHub aims to cater to customers who prefer enjoying our products within the comfort of their homes.

Promotion and Advertising Plans:

Our promotional plans include frequency-based customer reward programs to increase customer
retention. We would also run regular discount offers during off-peak seasons. Advertising would
primarily be digital, through social media and Search Engine Marketing.

Customer Service Policies:

Customer satisfaction is our top priority. We believe in a proactive approach to customer service -
addressing concerns promptly and ensuring that all our customers leave with a smile.

Our business plan leverages strategic marketing and sales efforts, well-calculated pricing, efficient
distribution channels, impactful promotion, and advertising efforts, and focused customer service
policies. By doing so, we plan to establish Frozen Whispers as the go-to spot for all ice cream lovers,
delivering not just a product, but a delightful experience.

Operations Plan

Our operations workflow at Frozen Whispers involves opening the store each day at 10 a.m. We start by
preparing the ice cream, which can take a few hours depending on the number of flavors being made that
day. Once the ice cream is prepared, it's time to open the store. The servers are tasked with operating the
cash register, taking orders, serving ice cream, and ensuring the shop remains clean and inviting. Manager
Emily Turner and the shift supervisors divide responsibilities, manage staffing, and ensure the store runs
smoothly.

 
The production process begins by choosing top-quality ingredients for our ice creams. Afterward, the
ingredients are carefully mixed and frozen using our state-of-the-art ice cream making machines to ensure
a perfect consistency and texture. Depending on the flavor, the ice cream might then be enhanced with
mix-ins like nuts, fruit, or candy pieces.

 
Quality control is crucial in our operations. We regularly inspect our ingredients to ensure their freshness
and taste. Our machines are also subjected to regular maintenance and sanitation procedures to ascertain
their optimal functionality. Additionally, we pride ourselves on maintaining a clean and safe environment
for our customers and employees.

 
Inventory management is another essential part of the operations. Inventory levels are reviewed daily, and
the necessary orders are placed with suppliers to ensure we never run out of essential items. All inventory
is stored in the appropriate cool storage facilities to prolong freshness and prevent waste.

 
We also pay attention to our supply chain management. We've partnered with reliable suppliers who
provide us with high-quality dairy products, fruits, and nuts. Our partnership with these suppliers ensures
we can provide our customers with consistent and excellent quality products.

 



Facilities and equipment needs are crucial to our operations. We operate from a well-situated store with
excellent visibility and footfall. Our store was designed to show off the breadth of our offerings, with
bright displays and comfortable seating. We have invested considerably in powerful freezers, high-quality
ice cream making machines, and other small wares such as serving utensils and storage containers,
necessary for day to day operations.

Overall, our operational plan integrates all aspects of our business, ensuring that customers are served
exceptional ice cream in a pleasant environment by friendly staff.

Financial Projections

Frozen Whispers projects substantial growth, positioning itself to capitalize on the increasing
consumption of ice cream by children, teenagers, and adults. We have prepared a financial forecast,
projecting substantial growth for the next three to five years. 

 
Sales Forecast:

 
Within our first year, we project a conservative revenue target of $250,000. As the brand name becomes
more familiar, we anticipate an increase in sales, reaching $500,000 in revenue by the second year, and
crossing the $1 million threshold by the end of the fifth year. 

 
Profit and Loss Projection:

 
In the initial stages of the business, startup costs and operational expenses may lead to limited profits or
even minor losses. However, we expect to see positive growth from the second year onward with a net
profit of $75,000. 

 
Cash Flow Projection:

 
Due to the cyclical nature of the business, we project stable cash flow during the warmer months and
predict a decrease during the colder months. However, our marketing initiatives and the introduction of
winter-specific flavors will serve to bolster winter sales and maintain a favorable cash flow throughout
the year.

 
Balance Sheet Projection:

 
We project an increase in assets over the next five years as the business grows and expects to see
accumulated profits invested back into the business. Our short-term and long-term debts are projected to
decrease as the profits roll in, leading to a strengthening of our equity position. 

 
Break-Even Analysis:

 
Our break-even analysis shows that with an average sales price of $5 per ice cream serving and an
estimated cost of goods sold at $2 per serving, we will need to sell an estimated 125,000 servings
annually, or around 342 servings per day, to cover our fixed costs completely.

 
Financial Assumptions and Considerations:

 
These projections and analyses are based on several assumptions, including market stability and
consistent consumer demand for ice cream. Changes in the economy, shifts in consumer taste, or the
entrance of a new competitor could alter these projections. Considering this, we plan to review and adjust
our financial forecasts as necessary every quarter to reflect the most up-to-date business and market
situations. 

 
Even with these considerations, we are confident that our offerings' uniqueness, sustainable business



model, and the team's experience will make Frozen Whispers a success. The business aims not only for
fiscal growth but also to be an integral part of our customers' delightful memories.

Risk Analysis

Frozen Whispers, like any businesses, faces potential risks that could disrupt operations. These risks
include market risks, operational risks, and financial risks. 

 
Market Risks:

 
1. Demand Fluctuations: Since the business is in the ice cream industry, seasonal variations might affect
consumers' interest.

 Mitigation Strategies: Develop diversified menu options like hot beverages and desserts for the cold
season.

 Contingency Plans: Enhance advertising during low seasons. Creation and promotion of unique winter
flavors.

 
2. Market Saturation: Many competitors already exist in the market, and new ones might emerge.

 Mitigation strategies: Offer unique and innovative flavors and provide unparalleled customer service.
 Contingency plans: Launch marketing campaigns to increase visibility. 

Operational Risks: 
 

1. Equipment Failure: Our business relies heavily on ice-cream making machines and cold storage units;
these equipment's failure can disrupt operations. 

 Mitigation strategies: Implement a regular maintenance schedule for all equipment.
 Contingency plans: Maintain relationships with equipment vendors for quick repairs or replacements.

 
2. Staff Turnover: Being in the food industry, frequent staff turnover can affect our business operations.

 Mitigation Strategies: Offer competitive salaries, create a positive working atmosphere, and provide job
training.

 Contingency Plans: Maintain a pool of trained part-time staff who can step in when necessary.
 

Financial Risks:
 

1. Increased Costs: A rise in the cost of ingredients or equipment could affect our profitability. 
 Mitigation strategies: Develop relationships with multiple suppliers to prevent dependency on one source.

Maintain an efficient inventory system to manage stock and reduce waste.
 Contingency Plans: Review and adjust menu prices as necessary.

 
2. Sales Volume Fluctuation: Sales might not meet projections, impacting our financial health.

 Mitigation strategies: Develop aggressive marketing strategies to attract customers and increase sales. 
 Contingency Plans: Assess and adjust operational and marketing strategies.

 
Insurance and Legal Considerations:

 
To protect our business from potential legal issues, Frozen Whispers will comply with all necessary
permits, licenses, and health regulations. We will secure liability insurance to protect the business against
potential lawsuits. Additionally, we will insure our property and equipment against damage, theft, or loss.

 
In conclusion, a broad understanding of potential risks and strategic planning will help Frozen Whispers
navigate difficulties and maintain resilience in the dynamic and competitive ice-cream industry.


