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Executive Summary
This report examined the role of stakeholder engagement in the successful implementation of ConnectPlus, an AI-powered customer loyalty platform for V&V Boutique London. It identified key stakeholders and evaluated their influence using stakeholder management tools, including the Power–Interest Matrix, Stakeholder Assessment Matrix and RACI Matrix. The report found that effective stakeholder engagement improves decision-making, collaboration and project performance while reducing implementation risks. It recommended structured communication, targeted stakeholder engagement and continuous customer feedback to support successful implementation. Overall, the report concluded that effective stakeholder management contributes to sustainable business performance and the long-term competitiveness of V&V Boutique London.














1.0 Introduction
V&V Boutique London is a UK-based fashion retailer specialising in affordable women's clothing through an e-commerce business model. To strengthen customer relationships and remain competitive, the company plans to implement ConnectPlus, an AI-powered customer loyalty and engagement platform. The successful implementation of digital transformation depends not only on technology but also on effective stakeholder engagement throughout the project lifecycle (Freeman et al., 2025; PMI, 2021). This report identifies and analyses key stakeholders, evaluates their roles and influence, and applies stakeholder management frameworks to support successful project delivery. It also examines how effective stakeholder engagement can enhance organisational performance and long-term business sustainability.














2.0 SMART Objectives
Table N.1 
	Objective
	Specific
	Measurable
	Achievable
	Relevant
	Time-bound

	Successfully implement the ConnectPlus platform
	Develop, integrate and launch the AI-powered ConnectPlus customer loyalty and engagement platform across V&V Boutique London's e-commerce website.
	Achieve full platform integration, successful user acceptance testing and operational launch.
	Supported by existing e-commerce infrastructure, experienced technology partners and allocated project resources.
	Supports the company's digital transformation strategy, enhances customer experience and prepares the business for international expansion.
	Complete implementation within 6 months.

	Increase customer engagement
	Introduce AI-powered personalised recommendations, loyalty rewards and targeted customer communication to encourage greater interaction.
	Increase customer engagement by 20%, measured through website activity, repeat visits and loyalty programme participation.
	Achievable through customer analytics, personalised marketing campaigns and continuous stakeholder feedback.
	Higher customer engagement strengthens brand loyalty, customer relationships and long-term business growth.
	Achieve the target within 12 months after platform launch.

	Improve customer retention
	Increase repeat purchases by providing personalised offers, exclusive promotions and data-driven customer relationship management.
	Improve customer retention by 15% compared with the previous year.
	Supported through AI-driven customer insights, personalised marketing and continuous customer engagement.
	Customer retention improves profitability, reduces acquisition costs and supports sustainable organisational growth.
	Achieve the target within 12 months of implementation.

	Strengthen stakeholder engagement and collaboration
	Establish structured communication, consultation and collaboration with employees, customers, technology partners and suppliers throughout the project lifecycle.
	Achieve at least 80% stakeholder participation in project meetings, training sessions and feedback activities.
	Supported through stakeholder engagement plans, communication strategies and collaborative decision-making.
	Effective stakeholder engagement reduces implementation risks, improves project performance and strengthens organisational commitment.
	Maintain stakeholder engagement throughout the 6-month implementation period.



3.0 Identification and Analysis of Key Stakeholders
3.1 Identification and Categorisation of Internal and External Stakeholders
Table N.2 
	Stakeholder Type
	Stakeholder Group
	Roles and Responsibilities

	Internal
	Founder / Managing Director
	Provides strategic direction, approves project decisions, allocates financial resources and ensures the ConnectPlus platform supports the company's long-term growth strategy.

	
	Project Manager
	Plans, coordinates and monitors the implementation of ConnectPlus, manages project risks and ensures stakeholders remain informed throughout the project lifecycle.

	
	Marketing Team
	Develops promotional campaigns, manages customer communication, analyses customer data and supports customer engagement before and after the platform launch.

	
	IT and Digital Development Partner
	Designs, integrates and tests the ConnectPlus platform, maintains cybersecurity and ensures reliable system performance.

	
	Customer Service Team
	Supports customers during implementation, resolves technical issues, gathers customer feedback and contributes to continuous service improvement.

	External
	Customers
	Use the platform, provide feedback and influence future platform improvements through purchasing behaviour and customer engagement.

	
	Clothing Suppliers
	Ensure products remain available, coordinate inventory planning and support promotional campaigns linked to the loyalty programme.

	
	Payment Service Providers
	Process secure online transactions and protect customer payment information.

	
	Delivery and Logistics Partners
	Deliver customer orders efficiently and contribute to the overall customer experience following platform implementation.

	
	Technology Providers
	Supply cloud infrastructure, AI services and software support required for the operation of ConnectPlus.

	
	Regulatory Authorities (ICO, GDPR)
	Ensure the platform complies with UK data protection legislation, consumer rights and cybersecurity requirements.


3.2 Benefits and Challenges
Table 3.2 Benefits and Challenges of Key Stakeholders
Table N. 4
	Stakeholder Group
	Benefits
	Challenges

	Founder / Managing Director
	Provides strategic direction, approves investment decisions and ensures the ConnectPlus project supports the company's long-term growth objectives.
	Limited financial and human resources may require balancing short-term operational priorities with long-term digital investment.

	Project Manager
	Coordinates project activities, manages stakeholder expectations and ensures the platform is delivered on time and within budget.
	Managing competing stakeholder interests, project risks and implementation deadlines may increase project complexity.

	Marketing Team
	Uses customer insights generated by ConnectPlus to deliver personalised campaigns, improve customer engagement and strengthen brand loyalty.
	Achieving meaningful customer engagement while complying with data privacy regulations requires careful planning and continuous monitoring.

	IT and Digital Development Partner
	Develops and maintains a secure, reliable and user-friendly platform that supports business growth and customer satisfaction.
	Integrating AI technologies, maintaining cybersecurity and resolving technical issues within the project timeframe may present significant challenges.

	Customer Service Team
	Improves customer satisfaction by supporting users, resolving technical issues and collecting valuable feedback for future platform improvements.
	Increased customer enquiries following the platform launch may place additional pressure on existing resources.

	Customers
	Receive personalised recommendations, loyalty rewards and an improved online shopping experience, increasing satisfaction and repeat purchases.
	Concerns about data privacy, security and the accuracy of AI recommendations may reduce trust if not managed effectively.

	Clothing Suppliers
	Benefit from improved demand forecasting and stronger collaboration through better access to sales and inventory data.
	Changes in customer demand generated by the platform may require greater flexibility in production and inventory management.

	Payment Service Providers
	Support secure online transactions and contribute to a reliable customer experience.
	Any security breach or payment failure could damage customer confidence and affect the company's reputation.

	Delivery and Logistics Partners
	Benefit from improved order forecasting and stronger operational coordination during promotional campaigns.
	Higher order volumes created by successful loyalty campaigns may increase delivery pressure during peak periods.

	Regulatory Authorities
	Help ensure compliance with UK GDPR, consumer protection legislation and cybersecurity standards, reducing legal risk.
	Evolving legal requirements may require continuous updates to the platform and its data management processes.




3.3 Stakeholder Analysis Tools
Stakeholder analysis enables organisations to evaluate the relative importance of stakeholders and determine how they should be engaged throughout a project's lifecycle. Although all stakeholders contribute to project success, they differ in their authority, influence, expectations and level of involvement. Understanding these differences allows managers to prioritise communication, allocate resources effectively and address potential conflicts before they affect project performance (Freeman, Menghwar and Grushka-Cockayne, 2025). While stakeholder analysis supports informed decision-making, stakeholder positions may change as a project progresses, requiring organisations to review engagement strategies regularly rather than relying on a single assessment. For the ConnectPlus implementation, Mendelow's Power–Interest Matrix is used to prioritise stakeholder engagement, while the Stakeholder Assessment Matrix provides a more detailed evaluation of stakeholder influence, involvement and project impact. Together, these complementary tools provide a comprehensive understanding of stakeholder relationships, enabling more responsive project governance and increasing the likelihood of successful implementation.
3.3.1 Stakeholder Mapping
Table N.5  Mendelow's Power–Interest Matrix
	Power / Interest
	High Interest
	Low Interest

	High Power
	Founder / Managing DirectorProject Manager
	Technology ProvidersRegulatory Authorities (ICO/GDPR)

	Low Power
	Customer Service TeamCustomers
	Clothing SuppliersPayment Service ProvidersDelivery Partners



Figure 3.1 Stakeholder Mapping
	
	High Interest
	Low Interest

	High Power
	Manage CloselyFounder / Managing DirectorProject Manager
	Keep SatisfiedTechnology ProvidersRegulatory Authorities

	Low Power
	Keep InformedCustomersCustomer Service Team
	MonitorSuppliersPayment ProvidersDelivery Partners



Analysis 
Figure 3.1 illustrates the relative position of key stakeholders according to their levels of organisational power and interest. Stakeholders with both high power and high interest, including the Founder/Managing Director and Project Manager, are positioned within the Manage Closely quadrant because they are responsible for strategic decision-making, project governance and resource allocation. Their continuous involvement is essential to ensure that project objectives remain aligned with organisational priorities throughout implementation.
Technology providers and regulatory authorities hold significant influence over project success through their technical expertise, cybersecurity requirements and responsibility for legal compliance. Although they are less involved in day-to-day operations, their support remains essential for reducing implementation risks and ensuring that the project complies with relevant regulatory standards. Delays in regulatory approval or technical integration could also affect the project timeline, highlighting the importance of maintaining proactive engagement with these stakeholders.
Customers and the Customer Service Team are placed within the Keep Informed quadrant because, despite having limited formal authority, they have a strong interest in the platform's performance and usability. Their ongoing feedback provides valuable insights that support service improvements, enhance customer satisfaction and encourage the long-term adoption of ConnectPlus.
Suppliers, payment providers and delivery partners are classified within the Monitor category. Their strategic influence is comparatively limited; however, regular communication remains important to maintain operational continuity and minimise potential disruptions during implementation. While their direct impact on strategic decisions is lower, overlooking these stakeholders could create operational challenges that ultimately affect the overall success of the project.

3.3.2 Stakeholder Assessment
Table N.6  Stakeholder Assessment Matrix
	Stakeholder
	Interest
	Influence
	Involvement
	Project Impact
	Priority

	Founder / Managing Director
	High
	High
	High
	High
	Critical

	Project Manager
	High
	High
	High
	High
	Critical

	Marketing Team
	High
	Medium
	High
	High
	High

	Customer Service Team
	High
	Medium
	High
	High
	High

	Customers
	High
	Medium
	Medium
	High
	High

	Technology Providers
	Medium
	High
	Medium
	High
	High

	Regulatory Authorities
	Medium
	High
	Low
	High
	High

	Payment Providers
	Medium
	Medium
	Medium
	Medium
	Medium

	Delivery Partners
	Medium
	Medium
	Medium
	Medium
	Medium

	Clothing Suppliers
	Low
	Medium
	Medium
	Medium
	Medium



The Stakeholder Assessment Matrix extends the stakeholder mapping exercise by evaluating stakeholder relationships across several dimensions rather than considering only power and interest. This broader assessment demonstrates that stakeholder importance is shaped not only by formal authority but also by the level of involvement in project activities and the extent to which stakeholders influence implementation outcomes.
The Founder/Managing Director and Project Manager are identified as the project's critical stakeholders because they combine high influence, strong involvement and direct responsibility for both strategic and operational decision-making. Their commitment is essential for effective project governance, timely resource allocation and the successful delivery of ConnectPlus.
Marketing, Customer Service and Customers are also classified as high-priority stakeholders despite having less formal organisational authority. Their participation supports customer adoption, improves user satisfaction and contributes to the continuous refinement of the platform. This highlights that stakeholder value is not determined solely by organisational hierarchy but also by the practical contribution stakeholders make to project success.
Technology providers and regulatory authorities continue to play a highly influential role by ensuring technical reliability, cybersecurity and legal compliance. Their day-to-day involvement is comparatively lower; however, ineffective engagement with either group could delay implementation, increase compliance risks or damage the organisation's reputation. As regulatory requirements and technological standards continue to evolve, maintaining regular collaboration with these stakeholders is particularly important.
When combined, Mendelow's Power–Interest Matrix and the Stakeholder Assessment Matrix provide a more comprehensive evaluation of stakeholder relationships than either tool alone. This integrated approach enables V&V Boutique London to prioritise engagement activities, allocate management attention more effectively and respond to changing stakeholder needs, thereby improving both project governance and the long-term success of the ConnectPlus implementation.

4.0 Role of the Project Manager in Engaging Stakeholders
Effective stakeholder engagement depends on the project manager's ability to establish clear communication, encourage collaboration and maintain stakeholder commitment throughout the project lifecycle. For the ConnectPlus project at V&V Boutique London, the project manager is responsible for coordinating internal teams, external partners and customers to ensure that the platform is delivered on time while meeting both business and customer expectations. Clear and consistent communication reduces uncertainty, strengthens trust and supports faster decision-making, particularly when stakeholders have different priorities and varying levels of influence (PMI, 2021). However, communication alone does not guarantee successful engagement, as stakeholder expectations may change during implementation and require ongoing review and adaptation. A structured engagement approach is therefore essential to maintain collaboration, respond to emerging challenges and minimise project risks, increasing the likelihood of a successful ConnectPlus implementation.

4.1 Communication Plan
Table N. 7  Communication Plan for ConnectPlus
	Stakeholder
	Weekly Meeting
	Monthly Meeting
	Weekly Progress Report
	Monthly Performance Report
	Newsletter
	Exception Report

	Founder / Managing Director
	✔
	✔
	✔
	✔
	
	✔

	Project Manager
	✔
	✔
	✔
	✔
	
	✔

	Marketing Team
	✔
	✔
	✔
	
	
	

	Customer Service Team
	✔
	
	✔
	
	
	

	IT Development Partner
	✔
	✔
	✔
	✔
	
	✔

	Customers
	
	
	
	✔
	✔
	

	Suppliers
	
	✔
	✔
	
	
	

	Payment Provider
	
	✔
	✔
	
	
	✔

	Delivery Partner
	
	✔
	✔
	
	
	✔

	Regulatory Authorities
	
	
	
	✔
	
	✔


A structured communication plan ensures that stakeholders receive relevant information through appropriate channels and at suitable intervals throughout the ConnectPlus project. Rather than applying a standard approach, communication should be tailored to stakeholders' responsibilities, influence and decision-making authority to maximise its effectiveness (PMI, 2021; Huemann, Eskerod and Ringhofer, 2023).
Internal stakeholders require more frequent communication because they are directly involved in project planning, implementation and operational decision-making. Weekly meetings and progress reports promote collaboration, monitor project milestones and enable emerging issues to be addressed before they affect project performance. Monthly performance reports provide senior management with a broader overview of project progress, resource utilisation and alignment with strategic objectives.
Communication with external stakeholders should reflect their specific role within the project. Customers receive newsletters and performance updates to increase awareness, encourage platform adoption and strengthen long-term engagement. Suppliers, payment providers and delivery partners are provided with regular progress reports to coordinate operational activities and maintain service continuity. Regulatory authorities are contacted through formal reporting procedures when compliance, cybersecurity or data protection matters require review. However, the frequency and format of communication may need to be adjusted if project risks, stakeholder expectations or regulatory requirements change during implementation.
Adapting communication methods and frequencies to stakeholder needs improves transparency, reduces unnecessary information exchange and strengthens collaboration across stakeholder groups. This flexible approach enables V&V Boutique London to respond more effectively to changing project demands, support informed decision-making and increase the likelihood of successfully implementing the ConnectPlus platform.

4.2 Stakeholder Engagement Strategy
Table N. 8  Current and Desired Levels of Stakeholder Engagement
	Stakeholder
	Unaware
	Resistant
	Neutral
	Supportive
	Leading

	Founder / Managing Director
	
	
	
	C
	D

	Project Manager
	
	
	
	C
	D

	Marketing Team
	
	
	C
	D
	

	Customer Service Team
	
	
	C
	D
	

	IT Development Partner
	
	
	C
	D
	

	Customers
	
	
	C
	D
	

	Suppliers
	
	C
	D
	
	

	Payment Provider
	
	
	C
	D
	

	Delivery Partner
	
	
	C
	D
	

	Regulatory Authorities
	
	
	C
	D
	



C = Current engagement level
D = Desired engagement level
An effective stakeholder engagement strategy recognises that different stakeholders require different levels of participation throughout the ConnectPlus project. Rather than adopting a uniform approach, engagement should reflect each stakeholder's influence, responsibilities and ability to affect project outcomes (PMI, 2021). This allows project resources and management attention to be directed where they will have the greatest impact.
Key decision-makers, including the Founder and Project Manager, require active engagement because they are responsible for strategic decisions, resource allocation and project governance. Operational stakeholders, such as the Marketing Team, Customer Service Team and IT Development Partner, should participate regularly to support implementation, resolve operational issues and maintain project momentum. External stakeholders also require engagement that reflects their specific role within the project. Customers should be consulted to gather feedback and improve the user experience, while suppliers, payment providers and delivery partners should remain informed to maintain operational continuity. Regulatory authorities require formal engagement when compliance, cybersecurity or data protection issues arise. However, stakeholder expectations may evolve as the project progresses, making it necessary to review and adjust engagement activities where appropriate.
Aligning engagement activities with stakeholder priorities strengthens collaboration, improves decision-making and reduces the risk of stakeholder resistance. More importantly, a flexible engagement strategy enables V&V Boutique London to respond effectively to changing stakeholder needs, supporting both the successful implementation of ConnectPlus and the long-term sustainability of the project.
4.3 Conflict Management and Resolution
Stakeholder conflicts may arise during the implementation of ConnectPlus because different stakeholder groups often have competing priorities and expectations. For example, customers may expect rapid platform improvements, while management focuses on budget control and technology partners prioritise technical feasibility. If not addressed, these conflicts can delay decision-making and reduce stakeholder commitment.
The Project Manager should adopt a collaborative conflict management approach by encouraging open communication, early consultation and joint problem-solving (PMI, 2021). Regular stakeholder meetings and transparent reporting help identify disagreements before they escalate. Where conflicts cannot be resolved through discussion, decisions should be based on project objectives, organisational priorities and evidence from stakeholder feedback. This approach promotes trust, supports informed decision-making and reduces implementation risks while maintaining positive stakeholder relationships.




4.4 RACI Matrix
Table N. 9 
	Project Activities
	Founder / Managing Director
	Project Manager
	Marketing Team
	Customer Service
	IT Development Partner
	Suppliers
	Payment Provider
	Regulatory Authorities

	Project planning
	A
	R
	C
	I
	C
	I
	I
	I

	Platform development
	I
	A
	I
	I
	R
	C
	C
	I

	AI integration
	I
	A
	I
	I
	R
	I
	C
	I

	Customer testing
	I
	A
	C
	R
	C
	I
	I
	I

	Marketing campaign
	I
	A
	R
	C
	I
	I
	I
	I

	Staff training
	I
	A
	C
	R
	C
	I
	I
	I

	Data protection compliance
	I
	A
	I
	I
	C
	I
	C
	R

	Platform launch
	A
	R
	R
	R
	R
	C
	C
	I

	Performance evaluation
	A
	R
	C
	C
	C
	I
	I
	I



R = Responsible A = Accountable C = Consulted I = Informed
RACI Matrix
The RACI Matrix establishes clear roles and responsibilities for each stakeholder involved in the ConnectPlus implementation, reducing ambiguity and improving accountability throughout the project. Assigning different levels of responsibility ensures that strategic decisions are made by authorised stakeholders, while operational activities are carried out by individuals with the appropriate expertise (PMI, 2021). This clear allocation of responsibilities also supports more efficient coordination across the project team.
The Founder and Project Manager retain overall accountability because they oversee project governance, approve major decisions and ensure that implementation remains aligned with organisational objectives. Operational teams, including Marketing, Customer Service and the IT Development Partner, are responsible for delivering project activities and contributing specialist knowledge throughout implementation. External stakeholders are primarily consulted or informed, as their role is to provide technical support, operational coordination or regulatory oversight rather than direct project management. However, clearly assigning responsibilities does not eliminate the need for ongoing communication, as effective collaboration remains essential when project priorities or stakeholder expectations change.
Clearly defined roles improve collaboration, strengthen decision-making and reduce the risk of duplicated work or communication gaps. By combining accountability with continuous stakeholder communication, the RACI Matrix provides a stronger foundation for effective project governance and increases the likelihood of successfully implementing the ConnectPlus platform.

5.0 Evaluation of the Impact of Stakeholder Engagement on Business Performance
5.1 Evaluation of the Impact of Stakeholder Engagement on Business Performance
Stakeholder engagement is a key driver of business performance because it enables organisations to align project activities with stakeholder expectations while supporting informed decision-making throughout implementation. Rather than viewing engagement as a one-off consultation process, Freeman (2021) argues that long-term organisational value is created through collaborative relationships with stakeholders. This perspective is reinforced by PMI (2021), which highlights that continuous stakeholder engagement reduces project uncertainty by improving communication, collaboration and decision-making. Together, these approaches demonstrate that stakeholder engagement contributes not only to successful project delivery but also to wider organisational performance.
Employee engagement is particularly important because employees are responsible for adopting and using the ConnectPlus platform in their daily activities. Early involvement through training, workshops and feedback sessions increases confidence in the new system while reducing resistance to organisational change. Kotter (2012) argues that involving employees throughout the change process strengthens commitment and improves implementation outcomes. However, engagement should not end once the platform is launched. Ongoing communication, training and performance feedback are necessary to sustain employee motivation and ensure that the system continues to deliver business value.
Customer engagement also has a direct influence on organisational performance. Feedback collected during testing and after implementation enables V&V Boutique London to identify usability issues, refine platform features and improve the overall customer experience. Payne et al. (2017) emphasise that customer engagement strengthens loyalty and long-term value creation, whereas Freeman (1984) suggests that responding effectively to stakeholder expectations enhances organisational performance more broadly. Although customer feedback provides valuable insights, it may not always reflect the needs of the wider customer base, requiring management to balance individual preferences with long-term business objectives.
External stakeholders also play an important role in project success. Collaboration with technology partners improves system reliability, accelerates problem resolution and supports successful platform integration. Regulatory authorities ensure compliance with UK GDPR and cybersecurity requirements. While compliance activities may increase implementation costs, they reduce legal and reputational risks and strengthen customer confidence. Stakeholder engagement should therefore be viewed as a strategic capability rather than a project management activity alone, enabling V&V Boutique London to enhance organisational resilience, sustain competitive advantage and maximise the long-term value of the ConnectPlus platform.



5.2 Impact of Sustainable Stakeholder Engagement on Organisational Performance
Table N.10 Expected Organisational Performance Outcomes of ConnectPlus
	Performance Area
	Key Performance Indicators (KPIs)
	Stakeholder Contribution
	Expected Organisational Impact

	Financial Performance
	Revenue growth, online sales, profit margin
	Customers, investors, management
	Increased sales through improved digital customer experience and AI-driven recommendations

	Operational Efficiency
	Order processing time, inventory accuracy, delivery performance
	Employees, technology partner, suppliers
	Faster operations, lower costs and improved resource utilisation

	Customer Satisfaction
	Customer Satisfaction Score (CSAT), repeat purchase rate, Net Promoter Score (NPS)
	Customers
	Greater customer loyalty, retention and positive word-of-mouth

	Employee Performance
	Employee satisfaction, training completion, productivity
	Employees, management
	Higher motivation, stronger digital capabilities and improved service quality

	Innovation
	Number of AI features implemented, platform improvements
	Technology partner, management
	Continuous innovation and improved competitiveness

	Regulatory Compliance
	GDPR compliance, cybersecurity incidents, complaint rate
	Regulatory bodies, technology partner
	Reduced legal risks and increased customer trust



Successful stakeholder engagement contributes to sustainable organisational performance by improving decision-making, strengthening collaboration and aligning business objectives with stakeholder expectations. Sustainable performance, however, extends beyond financial outcomes. Kaplan and Norton (1996) argue that long-term success depends on balancing financial performance with customer, internal process, and learning and growth perspectives. Likewise, Freeman (1984) suggests that sustainable value is created by meeting the expectations of multiple stakeholder groups rather than focusing solely on shareholder returns. Together, these perspectives highlight that organisational success depends on both business performance and stakeholder relationships.
For the ConnectPlus project, improved financial performance is expected through stronger customer engagement, increased online sales and higher customer retention. Financial growth alone, however, would not indicate successful implementation if customer satisfaction, employee adoption and operational efficiency remained weak. These non-financial outcomes are equally important indicators of long-term success.
Stakeholder engagement also enhances operational performance by encouraging collaboration throughout implementation. Employees who participate in training and provide regular feedback are more likely to adopt the platform successfully, improving productivity and reducing operational errors. Collaboration with technology partners further supports reliable system integration and efficient business operations. Nevertheless, achieving these benefits requires continuous engagement, as stakeholder commitment may decline without regular communication and support.
Maintaining constructive relationships with customers and regulatory authorities also strengthens sustainable performance. Customer feedback enables continuous platform improvement and encourages long-term loyalty (Payne et al., 2017), while compliance with UK GDPR and cybersecurity requirements reduces legal and reputational risks despite increasing implementation costs.
Ultimately, sustainable stakeholder engagement creates value across financial, operational and strategic dimensions. By embedding stakeholder perspectives into performance management, V&V Boutique London can strengthen organisational resilience, support continuous improvement and achieve a sustainable competitive advantage beyond the initial implementation of ConnectPlus.
5.3 Impact on Business Performance
Effective stakeholder engagement directly influences the business performance of V&V Boutique London by improving operational efficiency, customer satisfaction and long-term competitiveness. Employees who are actively involved in the implementation of ConnectPlus are more likely to adopt the platform successfully, leading to higher productivity and fewer operational errors (Kotter, 2012). Customer engagement through continuous feedback also enables the business to refine the user experience, encourage repeat purchases and strengthen brand loyalty (Payne et al., 2017).
Collaboration with technology partners supports reliable system development and ongoing innovation, while compliance with regulatory requirements reduces legal risks and reinforces customer trust. Although these activities require additional time and resources, they strengthen organisational resilience and reduce the likelihood of costly implementation failures. Stakeholder engagement should therefore be regarded as a strategic capability that enhances business performance, supports sustainable competitive advantage and maximises the long-term value created by the ConnectPlus project.

















6.0 Recommendations
Based on the findings of this report, the following recommendations are proposed to support the successful implementation of the ConnectPlus platform and strengthen stakeholder engagement at V&V Boutique London.
First, the company should implement a structured stakeholder engagement plan that clearly defines stakeholder responsibilities, communication methods and decision-making processes. This will improve coordination and reduce the risk of misunderstandings during implementation.
Second, employee training should be prioritised before the platform is launched. Practical training combined with ongoing technical support will increase staff confidence, encourage platform adoption and minimise resistance to change.
Third, V&V Boutique London should establish continuous customer feedback mechanisms, such as online surveys, product reviews and user testing, to identify changing customer needs and support ongoing platform improvements.
Finally, the company should maintain close collaboration with technology partners while ensuring continuous compliance with UK GDPR and cybersecurity requirements to protect customer data and reduce legal risks.
Implementing these recommendations will strengthen stakeholder relationships, improve project delivery and support the long-term success of the ConnectPlus platform while enhancing V&V Boutique London's competitive position.







Conclusion 
This report examined the role of stakeholder engagement in supporting the successful implementation of the ConnectPlus platform at V&V Boutique London. It identified the key internal and external stakeholders and demonstrated how stakeholder management frameworks, including the Power–Interest Matrix and the RACI Matrix, can support effective decision-making, collaboration and project governance.
The analysis showed that successful stakeholder engagement extends beyond communication by building trust, encouraging collaboration and reducing implementation risks. Strong stakeholder relationships also contribute to improved customer satisfaction, operational efficiency and long-term organisational performance.
Ultimately, the success of ConnectPlus will depend not only on the technology itself but on V&V Boutique London's ability to engage stakeholders strategically, respond to changing expectations and maintain effective governance throughout implementation. By embedding stakeholder engagement into strategic decision-making, the company will be better positioned to achieve sustainable competitive advantage and long-term business success
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