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Executive summary 
Amazon UK is preparing to launch Connect plus, an AI-powered customer loyalty and engagement platform. it is designed to strengthen customer relationships through personalized recommendations, mobile rewards, and-driven insights. As one of the leading e-commerce companies in the UK, Amazon aims to improve customer satisfaction, increase customer retention, and increase competitive advantage by providing more personalized shopping experiences (Kotler et al.,2022).
The successful implementation of Connect Plus depend on effective stakeholder engagement throughout the project lifecycle. Key internal stakeholders include senior management, project managers, IT developers, marketing teams, customer service staff, and operations staff. External stakeholders include customers, suppliers, technology partners, investors, regulators, and logistics providers. Building strong relationships with these stakeholders is essential to ensure collaboration, reduce resistance to change, and achieve project success (Freeman, 1984). 
An appropriate stakeholder management framework, including Mendel’s Power-Interest Matrix and the Salience Model, helps identify stakeholder influence and identify stakeholder influence and develop appropriate engagement strategies. Through effective communication, consultation and collaboration, Amazon UK can meet stakeholder expectations while ensuring compliance with legal and ethical obligations, particularly those relating to customer data privacy and artificial intelligence (Mitchell, Agle and Wood, 1997). 
Through transparent communication and responsible stakeholder management and responsible stakeholder management; Amazon UK can increase customer loyalty, support sustainable business growth and strengthen its position in the highly competitive UK retail and e-commerce market.    






Introduction of Amazon UK
Founded by Jeff Bezos in 1994, Amazon has grown from an online bookstore into one of the world’s largest e-commerce and technology companies. Launched in 1998, Amazon UK is a leading online retail platform, offering millions of products across categories such as electronics, fashion, groceries, books and home goods. The company is known for its customer-centric approach, fast delivery service through amazon prime, and continuous investment in digital innovation and artificial intelligence (Amazon, 2024).
To strengthen customer loyalty and improve the overall shopping experience, Amazon UK plans to Connect Plus, an AI-powered customer loyalty and engagement platform. the platform will provide personalized product recommendations, mobile-based rewards and data-driven customer insights to increase customer satisfaction and encourage repeat purchases. By using artificial intelligence and customer data, Amazon aims to improve business performance while providing more personalized services and maintaining its competitive advantage in the UK retail and e-commerce markets (Kotler, Keller, & Cherev,2022). 
The successful implementation of Connect Plus requires effective project management and active engagement of stakeholders. According to Freeman (1984), stakeholders are individuals or groups shat can influence or are influenced by an organization’s objectives. For Amazon UK, key stakeholders include senior management, employees, customers, suppliers, technology partners, investors, logistics providers, and regulators. Understanding their interests, expectation, and levels of influence is essential to mitigate project risk, support collaboration, and ensure successful adoption of the platform. 
The purpose of this assignment is to analyse the internal external stakeholders involved in the Connect Plus project and evaluate appropriate stakeholder engagement strategies using recognized project management theories and frameworks. This assignment also examines the benefits, challenges, and ethical considerations associated with introducing an AI-powered customer loyalty platform in the UK retail sector. 

SMART Objectives
The primary objective of Amazon UK Connect Plus project is to successfully launch an AI-powered customer loyalty platform in select UK and international markets within six months. The platform aims to increase customer retention by 15% improve customer satisfaction by 10% and increase the number of active loyalty program users by 20% within the first year if implementation. Amazon UK will ensure compliance with the UK General Data Protection regulations (UK GDPR) while providing a secure and personalized customer experience. The project will be monitored using key performance indicators (KPIs) including customer engagement, repeat purchase rate, platform adoption and stakeholder satisfaction to ensure that it is meeting its strategic business objectives (Doran, 1981; PMI 2021).

Stakeholders Identification and Mapping 
Identifying stakeholders is essential in project management, as it helps identify individuals and groups who can affect or be affected by a project. According to Freeman (1984), a stakeholder is any person or organization that can affect or be affected by the process of achieving an organization’s goals. In the case of Amazon UK. Connect plus project, identifying and analysing stakeholders was crucial to ensuring the successful launch of an artificial intelligence (AI)-powered customer loyalty platform. effective stakeholder management improves communication, reduces resistance to change, and increases the likelihood of project success (PMI, 2021). 


Internal Stakeholders
Internal stakeholders are those individuals or groups working at Amazon UK who directly contribute to the planning, development and implementation of Connect Plus. 
Senion Management: Senior management provides strategic direction, approves the project budget, and ensures that the project is aligned with Amazon UK long-term business goals. Their support is essential in decision-making and resource allocation.
Project Management: The project manager will be responsible for planning, coordinating, monitoring progress, managing risk, and ensuring that the Connect plus project is completed within the assigned scope, budget, and schedule.
Project Development and IT team: Software developers, systems architects, cybersecurity experts and data analysts design, develop and maintain the AI-powered platform. they ensure that the platform is secure, reliable and compliant with the UK GDPR requirements.
Marketing Team: The marketing department develops promotional campaigns, customer awareness programs, and digital marketing strategies to encourage customers to adopt Connect plus.
Customer Service Team: After the platform is launched, customer service representatives provide support to users, resolve complaints, collect customer feedback, and improve customers satisfaction.
Operations and Logistics Team: Operations staff ensure that loyalty rewards and promotional offers are integrated with Amazon’s fulfilment and delivery systems to provide a seamless experience for customers.

External stakeholders 
External stakeholders are individuals or organizations outside of Amazon UK who influence or are affected by the Connect plus (Doran, 1981; PMI 2021).

Customers: Customers are the most important partners, as they are the ones who use the loyalty platform. their satisfaction, trust, and feedback determine the success of Connect plus.
Suppliers: Suppliers help Amazon by delivering products and maintaining inventory. They can participate in promotional campaigns and loyalty rewards offered through the platform.
Technology partners: Cloud service providers, AI software partners, and payment service providers help build and maintain the necessary technical infrastructure for Connect plus.
Investors and shareholders: Investors hope the project will boost customer retention, revenue and profits, as well as strengthen Amazon UK market position. 
Regulatory Authorities: Government bodies, includes the information commissioner’s office (ICO), confirm that Amazon complies with the UK GDPR, consumer protection laws, data privacy regulations.
Logistics partners: Delivery companies and third-party logistics providers ensure that loyalty rewards and purchases are delivered efficiently, which helps increase customer satisfaction. 

Stakeholder Mapping using Mendelow’s Power-Interest Matrix 
Mendell’s power-interest matrix is widely used to classify stakeholders according to their level of power and interest, which helps project managers determine appropriate engagement strategies (Mendello,1991). 

	Stakeholder 
	Power 
	Interest 
	Management Strategy 

	Senior Management
	High 
	High 
	Manage closely 

	Project manager 
	High 
	High 
	Manage closely 

	IT& Product development team 
	High 
	High 
	Manage closely 

	Customer 
	High 
	High 
	Manage closely 

	Marketing team 
	Medium 
	High 
	Keep informed 

	Customer service team 
	Medium 
	High 
	Keep informed 

	Investors 
	High 
	Medium 
	Keep satisfied

	Regulatory Authorities 
	High 
	Medium 
	Keep satisfied 

	Suppliers 
	Medium 
	Medium 
	Keep informed 

	Technology partners 
	Medium 
	High 
	Keep informed 

	Logistics partners 
	Medium 
	Medium 
	Monitor regularly 


Table no.1 stakeholder Mapping

Mendelow’s Power- Interest matrix 
	
	High interest 
	Low interest 

	High power 
	Senior Management, Project Managers, IT team, Customers.
	Investors, Regulatory authorities. 

	Low power 
	Marketing team, Customer service, Technology partners. 
	Suppliers, Logistics partners. 


Table no. 2 stakeholders Interest matrix
Project manager should maintain close contact with influencers and interested stakeholders while also keeping an eye fewer influential stakeholder

Stakeholder Mapping using the Salience Model 
Mitchell, Agle, and Wood (1997) proposed the ‘Salience Model; which classifies stakeholders based on power, legitimacy, and urgency. 

	Stakeholder 
	Power 
	Legitimacy 
	Urgency 
	Category 

	Senior Management 
	✔
	✔
	✔
	Definitive stakeholder

	Project manager 
	✔
	✔
	✔
	Definitive stakeholder

	Customer 
	✔
	✔
	✔
	Definitive stakeholder

	IT team 
	✔
	✔
	✔
	Definitive stakeholder

	Investors 
	✔
	✔
	✘
	Dominant stakeholder

	Regulatory authorities 
	✔
	✔
	✔
	Definitive stakeholder

	Suppliers 
	✘
	✔
	✘
	Discretionary stakeholder

	Logistics partners 
	✘
	✔
	✘
	Discretionary stakeholder


Table no.3 stakeholder salience Model

The salience model helps Amazon UK prioritise stakeholders based on their impact and urgency. Specific stakeholders require immediate attention because they share all three of these characteristics (Kotler, Keller, & Cherev,2022). 

SWOT Analysis of Connect Plus 
Amazin UK does a SWOT analysis to evaluate the Connect Plus platform’s external opportunities and threats as well as its internal strengths and weaknesses. By performing a SWOT analysis, the company may determine its areas of competitive advantage and develop plans to reduce potential. 
Strengths: Amazon UK offers a few advantages that contribute to the connect plus platform’s successful debut. The company’s vast client base and solid brand name boost customer trust and promote the use of new service. Additionally, Amazon employs cutting-edge AI technology to offer tailored suggestions and incentives that improve the shopping experience for customers. Additionally, Connect Plus’s debut and long-term company growth are facilitated by the robust digital infrastructure and current Amazon prime membership program (Kotler, Keller, &Chernev 2022).
Weakness: despite its strengths, Connect plus has come weaknesses. The platform requires high investment to build and maintain. These are also concerns about the privacy of customers information, and additional training may be required for staff to use the new system effectively. In addition, the platform is technology-dependent, so technical failures can affect its performance and customer experience (Project Management Institute (PMI), 2021). 
Opportunities: Connect plus offers Amazon UK several opportunities to improve their business performance. The platform can increase customer loyalty by providing personalised rewards and recommendations. It can also help Amazon leverage customer data to attract new customers, expand intentionally, and improve marketing strategies. These opportunities can increase customer satisfaction, sales and long-term business growth (Porter and Kramer, 2011). 
Threats: Connect plus may face several threats that cloud impact its success. Cybersecurity attacks and data breaches could erode customer trust and damage Amazon UK reputation. Intense competition from other retailers and changes in data protection laws could also pose challenges. In addition, some customer may be reluctant share their personal information or trust AI-based recommendation, which could usage of the platform (Loudon and Loudon, 2022). 

The SWOT analysis shows that Amazon UK strong technical capabilities and customer base provide a challenge such as data privacy, cyber security and regulatory compliance will need to be carefully managed to ensure the successful implementation of Connect plus. 
Overall, stakeholder identification and mapping enable Amazon UK to understand their expectations, prioritize engagement activates and allocate resources effectively. Applying frameworks such as Mendel’s Power-Interest Matrix and the Salience Model supports informed decision-making, strengthens relationships with stakeholders and contributes to the successful implementation of the Connect plus project. 

Roles and Responsibilities of stakeholders
The success of Amazon UK Connect plus project depends on the active participation of both internal and external stakeholders. Each stakeholder has specific roles and responsibilities that contribute to achieving the project’s objectives. Clearly defining these responsibilities improves communication, accountability, and collaboration throughout the project life cycle (PMI,2021). 
1, senior Management 
Senior management is responsible for providing strategic direction, approving the project budget and ensuring that Connect plus is aligned with Amazon UK business goals. They make key decisions, allocate and monitor the overall performance of the project. Their leadership is essential to building institutional support and ensuring the long-term success of the project. 
2, project Manager 
The project manager oversees the planning, implementation, and monitoring of the Connect plus project. Key responsibilities include managing the project schedule, budget, risks, and stakeholder communications. In addition, the project manager coordinates teams to ensure the project objective are achieved on time and within budget (PMI, 2021).
3, IT and Product Development Team
The IT Project Development Team is responsible for the design, development, testing and maintenance of the AI-powered loyalty platform. they ensure that Connect plus is secure, user-friendly and compliant with UK GDPR regulations. They also resolve technical issues and improve system performance based on customer feedback.
4, Marketing Team 
The marketing team promotes Connect plus through advertising campaigns, social media, and customer engagement activities. Their responsibility is to awareness among customers, usage of the platform, and highlight the benefits of the loyalty program to specific customers. 
5, Customer Service Team 
Customer service staff assist users by answering inquiries, resolving complaints, and gathering customer feedback. Their roles help enhance customer satisfaction and identifies opportunities to further improve the flatform following its launch. 
6, Customer 
Customers are the primary users of Connect plus. Their responsibility is to use the platform, provide honest feedback, and abide by the platform’s terms and conditions. Customer participation enables Amazon UK to improve service and create a more personalised shopping experience. 



7, Suppliers and Technology Partners
Suppliers ensure the availability of products included in the loyalty rewards, while technology partners provide the cloud computing, payment systems and AI technology that support the platform. they work closely with Amazon UK to maintain efficient and reliable operations. 
8, Regulatory Authorities
Regulators such as the information Commissioner’s Office (ICO) ensure that Amazon UK complies with the UK GDPR, data protection laws and consumer protection rights laws, Amazon must cooperate with these authorities to keep customer data secure and maintain public trust. 
Stakeholder engagement plan 
A stakeholder engagement plan outlines how Amazon UK will communicate and collaborate with stakeholders during the implementation of the Connect plus AI-powered customer loyalty platform. effective engagement helps build trust, reduce resistance to change, and ensure stakeholder expectations are met throughout the project life cycle (PMI, 2021).
	Stakeholder 
	Level of Interest 
	Engagement strategy 
	Communication method 
	Frequency 

	Senior Management 
	High 
	Involve in strategic decision 
	Meetings and progress reports 
	Monthly 

	Project Manager 
	High 
	Coordinate project activities 
	Team meetings and project software
	Weekly 

	IT& Development team  
	High 
	Collaborate during development
	Workshops and daily stand-up meetings 
	Daily 

	Marketing team 
	High 
	Consult on promotional campaigns 
	Email and meeting 
	weekly

	Customer service team
	Medium 
	Gather customer feedback 
	Meeting and training sessions 
	Weekly 

	Customer 
	High 
	Inform and collect feedback
	Mobile app, email, surveys, social media
	monthly

	Suppliers 
	Medium 
	Coordinate product availability 
	Email and virtual meeting 
	Monthly 

	Technology Partners
	High 
	Collaborate on technical solutions
	Technical meeting 
	Weekly 

	Regulator Authorities 
	Medium 
	Ensure legal compliance 
	Compliance reports 
	As required 

	Investors 
	Medium 
	Update on project performance 
	Financial reports and presentations
	quarterly



An effective stakeholder engagement plan enhance collaboration, increases stakeholder satisfaction, and contributes to the successful implementation of the Connect plus project. 
Communication plan 
Communication is essential to ensure that all stakeholders receive accurate and timely information. A clear communication plan reduces misunderstandings and supports informed decision-making (PMI, 2021). 

	Stakeholder 
	Information required 
	Communication method 
	Frequency 
	Responsible person 

	Senior Management 
	Project progress and risks 
	Meetings and reports 
	Monthly 
	Project manager

	Project team 
	Project tasks and updates 
	Daily meeting 
	Daily 
	Project manager 

	Marketing team 
	Launch plans 
	Email and meetings
	Weekly 
	Marketing manager

	Customers
	Platform updates and rewards 
	Email, website, mobile app
	Monthly 
	Marketing team 

	Suppliers 
	Product demand and promotions 
	email
	Monthly 
	Procurement manager 

	Technology partners 
	Technical update 
	Online meetings
	Weekly 
	IT manager 

	Investors 
	Project performance 
	Quarterly reports 
	Quarterly 
	Senior management 

	Regulators 
	Compliance information
	Official reports
	As required 
	Compliance officer



Regular communication ensures that stakeholders remain informed involved, and supportive throughout the project. 

RACI Matrix 
The RACI Matrix defines stakeholder responsibilities by identifying who is responsible (R), Accountable (A), consulted (C), and Informed (I) for each project activity. 


	Project activity 
	Senior management 
	Project manager 
	IT team 
	Marketing 
	Customer service 
	customers

	Project planning 
	A
	R
	C
	I
	I
	I

	Budget approval 
	A
	C
	I
	I
	I
	I

	System development 
	I
	A
	R
	I
	I
	I

	Platform testing 
	I
	A
	R
	C
	C
	C

	Marketing campaign 
	I
	C
	I
	R
	I
	I

	Customer support 
	I
	C
	I
	I
	R
	C

	Project launch 
	A
	R
	R
	R
	C
	I

	Performance evaluation 
	A
	R
	C
	C
	C
	C



R = Responsible (Completes the work)
A = Accountable (Final decision maker)
C = Consulted (Provides advice)
I = Informed (Receives updates)
The RACI matrix improves accountability and prevents confusion by clearly defining the roles of stakeholders. 

Conflict Management 
Conflicts may arise during a Connect plus project due to different in stakeholders’ interests, priorities, or expectations. Effective conflict management is essential to maintain collaboration and ensure project success. 

Potential conflict 
Data privacy concern         Customers and regulators may be concerned about the way Amazon collects and uses personal information. 
Budget constraints         Higher authorities may want to reduce project costs, while the IT team may need additional funding to build secure AI features. 
Resistance to change         Employees may be reluctant to adopt new technology because it requires additional training or changes to existing work processes. 
Technical challenges         technology partners and developers may disagree about system design, software integration, or project timelines. 
Conflict Management Strategies 
Communication openly and meet regularly with stakeholders to address concerns and find solutions. Seek discussion and collaboration for mutually beneficial outcomes. Provide staff training to reduce resistance to change. Maintain transparency data protection and escalate unresolved issues to higher authority as needed. 
Applying these strategies helps Amazon UK build trust, strengthen stakeholder relationships, and minimise project delays. 

4Cs Stakeholder Engagement Model
The 4C model consists of communication, consultation, collaboration, and commitment. It provides a structured approach to engaging stakeholders throughout the project lifecycle. 
Communication: Amazon UK should provide stakeholders with regular project updates through meetings, emails, newsletters and digital platforms. Clear communication ensures that stakeholders understand the project’s objectives, progress and potential risks. 
Consultation: stakeholders should be consulted before making any major decisions. Amazon gathered valuable feedback and improved upon it through customer surveys, employee workshops, and supplier meetings before launching Connect plus. 
Collaboration: close collaboration between project managers, IT developers, marketing teams, technology partners, and suppliers helps drive innovation and problem solving. By working together, partners are able to achieve common project objectives.
Commitment: Amazon UK should encourage long-term commitment from partners by recognising their contributions, providing training, maintaining transparency and demonstrating ethical business practices. Strong commitment from partners builds trust, helps project succeed and strengthens customer loyalty. 
The 4C model helps Amazon UK build positive relationships with partners and ensure the successful implementation of the Connect plus platform. 
 
Sustainable Stakeholder Engagement 
Sustainable stakeholder engagement is a process of building long-term, transparent and mutually beneficial relationships with stakeholders, taking into account economic, social and environmental responsibilities. For Amazon UK, sustainable stakeholder engagement is essential for the successful implementation of the Connect plus AI-powered customer loyalty platform. effective engagement enables the company to understand stakeholder expectations, improve decision-making, reduce project risk and create long-term value for both the company and its stakeholders (freeman, 1984). 
One of the most important stakeholders’ groups for Amazon UK is its customers. Connect plus uses artificial intelligence to deliver personalized recommendations and loyalty rewards. To maintain customer trust, Amazon must ensure that personal information is collected, stored, and processed securely in accordance with the UK General Data Protection Regulation (UK GDPR). Transparent communication about how customer greater control over their information can increase customer trust and satisfaction (Information Commissioner’s office (ICO), 2024). According to Kotler, Keller, and Chernev (2022), organizations that focus on customer relationships are more likely to improve customer loyalty and long-term profitability. 

Employee engagement also plays a key role in the success of Connect plus. Employees involved in developing, managing, and supporting the platform need ongoing training and opportunities to improve their digital and AI-related skills. Involving employees in decision-making and encouraging collaboration an increase their motivation, reduce resistance to change, and improve project performance (Project Management Institute (PMI),2021). Engaged employees are better able to provide superior customer service, which strengthens customer relationships and helps grow the business. 
Strong relationships with suppliers and technology partners contribute to project sustainability. Amazon UK relies on suppliers to deliver products for loyalty rewards and technology partners to maintain cloud infrastructure and AI systems. Regular communication, fair business practices, and long-term collaboration improve operational efficiency, encourage innovation, and reduce supply chain risk (Porter and Kramer, 2011). 
Sustainable partner engagement also requires compliance with legal and ethical standards. As Connect plus collects and analyses customer data, Amazon UK must ensure compliance with the UK GDPR and other consumer protection regulations. Ethical use of artificial intelligence, data privacy and cybersecurity are essential to maintaining partner trust and protecting Amazon reputation. Failure to comply with these regulations can result in financial penalties, reputational damage, and loss of customer trust (Information Commissions Office (ICO), 2024). 
Furthermore, maintaining positive relationships with investors and shareholders is crucial for securing financial support and building confidence in the project long-term benefits. Providing regular updates on project progress, financial performance, and risk management demonstrates accountability and strengthens investor confidence (Freeman, 1984). Similarly, engagement with regulatory authorities ensures that Amazon UK complies with evolving laws and industry standards. 
From a sustainable perspective, Amazon UK can also reduce its environmental impact by using digital communications instead of paper-based marketing, improving energy efficiency in data centres, and supporting responsible supply chain practices. These initiatives are consistent with broader corporate sustainability objectives and enhance the company’s reputation with customers, investors, and regulators (Elkington, 1997).
Overall, sustainable engagement with partners enables Amazon UK build trust, foster collaboration and create shared value. By maintaining transparent communication, promoting ethical AI practices, adhering to data protection regulations and investing in employee development, Amazon UK can improve customer satisfaction, strengthen relationships with partners, enhance business performance and achieve successful long-term implementation of the Connect plus platform. 
Recommendation  
The successful implementation of Connect plus depends on Amazon UK ability to build and maintain strong relationships with its partners. Based on the partner analysis, several recommendations can improve project outcomes and support long-term business success. 
First, Amazon UK should develop a comprehensive stakeholder engagement strategy that encourages regular communication and active participation throughout the project life cycle. Stakeholders should be provided with timely updates through meetings, emails, surveys, and digital platforms so that they are informed about the project progress and can provide valuable feedback. Accounting to the project Management institute (PMI, 2021), ongoing engagement with stakeholders increases collaboration, reduces misunderstandings, and increases the likelihood of project success. 
Second, Amazon UK should further strengthen its data privacy and cyber security measures to protect customer information. As Connect plus relies on artificial intelligence and customer data, compliance with the UK General Data Protection Regulation (UK GDPR) is essential. To reduce the risk of data breaches and maintain customer trust, the company should clearly explain how customer data is collected and used, while also implementing strong cyber security measures (Information Commissioner’s Office (ICO), 2024).
Third, Amazon UK should invest in employee training and development. Employment needs knowledge and skills to operate AI technology, provide customer support and adapt to new ways of working. Providing regular training programs and encouraging employee’s participation in decision-making can reduce resistance to change and improve overall project performance (Cotter, 1996). 
Another recommendation is to strengthen collaboration with suppliers, technology partners, and logistics providers. Regular communication and long-term partnerships can enhance supply chain efficiency, encourage innovation, and ensure the effective operation of the Connect plus platform. maintaining positive relationships with these partners will also improve service quality and customer satisfaction (Freeman, 1984).
Finally, Amazon UK should continuously monitor the performance of Connect plus using key performance indicators (KPIs) including customer retention, customer satisfaction, platform usage and stakeholder satisfaction. Regular evaluations enable the company to identify areas for improvement and make informed decisions that support long-term business growth.
Conclusion 
In conclusion, effective stakeholders’ management is essential for the success launch of Amazon UK Connect plus platform. identifying key stakeholders, understanding their interests and implementing appropriate engagement strategies helps to improve communication, collaboration and trust. Frameworks such as Mendelow’s power-interest Matrix, the Salience Model, the Race Matrix and 4C model provide a realistic approach to stakeholder relationship management throughout the project. Furthermore, sustained stakeholder engagement supported by ethical AI practices, employee development and UK GDPR compliance contributes to strong customer loyalty, improved organisational performance and a sustainable competitive advantage. By implementing these recommendations, Amazon UK ca successfully launch connect plus and achieve its strategic objectives, while creating long-term value for customers, employees, investors and other stakeholders. 
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