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3. Executive Summary
This report examines the importance of stakeholder engagement in the development and implementation of ConnectPlus, a digital customer loyalty platform for BritMart Global. The platform aims to improve customer retention, customer satisfaction, and the organisation's competitive position through artificial intelligence, mobile rewards, and customer data analytics. The report identifies key internal and external stakeholders and applies stakeholder management tools, including the Power-Interest Matrix and Salience Model, to evaluate stakeholder influence and engagement strategies. It also examines stakeholder roles and responsibilities and applies the 4Cs Model and RACI Matrix to support effective communication and collaboration. In addition, the report evaluates the impact of sustainable stakeholder engagement on organisational performance, highlighting benefits such as improved customer loyalty, innovation, decision-making, and long-term business success while recognising challenges including conflicting stakeholder interests, communication barriers, and data privacy concerns. The report concludes that effective stakeholder engagement is essential for the successful implementation of ConnectPlus and provides recommendations to strengthen stakeholder relationships and support sustainable business growth. (Freeman, 1984).
4. Introduction to the Company
BritMart Global is a UK-based international retail and e-commerce organisation that operates across both domestic and international markets. The company provides a wide range of products through physical stores and online platforms, allowing customers to shop conveniently using modern digital technologies. Due to increasing competition within the retail sector and changing customer expectations, the organisation is continuously seeking new ways to improve customer satisfaction, strengthen customer loyalty, and increase business performance.
To support these objectives, BritMart Global is preparing to launch ConnectPlus, a digitally enhanced customer loyalty and engagement platform. The platform will use artificial intelligence (AI) to provide personalised product recommendations, mobile-based rewards, and customer insight features. These technologies are designed to improve customer experiences, encourage repeat purchases, and support data-driven decision-making throughout the organisation.
The ConnectPlus platform is expected to be launched within six months across selected local and international markets. As a large-scale project involving different departments and external partners, effective stakeholder engagement is essential to ensure its success. Internal stakeholders such as senior management, the project team, IT specialists, marketing staff, finance departments, and customer service teams will all contribute to the development and implementation of the platform. External stakeholders, including customers, suppliers, technology partners, investors, and government regulators, will also play an important role in influencing project outcomes.
Stakeholder engagement is a key element of successful project management because it helps organisations build trust, improve communication, reduce risks, and achieve strategic objectives. By identifying stakeholder needs and maintaining strong relationships throughout the project lifecycle, BritMart Global can improve the likelihood of a successful launch and long-term adoption of ConnectPlus. This report will examine the importance of stakeholder engagement and evaluate how effective stakeholder management can contribute to the successful implementation of the ConnectPlus platform.
5. SMART Objectives
The main objective of the ConnectPlus project is to improve customer engagement and loyalty through the introduction of a digitally enhanced platform across local and international markets. To support this goal, the project aims to identify and categorise all key internal and external stakeholders within the first month of planning. A stakeholder engagement and communication plan will be developed before the testing phase to ensure effective collaboration throughout the project lifecycle. The organisation also aims to achieve a 60% customer adoption rate within six months of launch and improve customer retention by 15% within the first year while maintaining full compliance with data protection regulations (Kerzner, 2022).
3. Stakeholder Identification and Categorisation
Stakeholders are individuals, groups, or organisations that can affect or be affected by a project. Effective stakeholder identification and categorisation are important because they help project managers understand stakeholder expectations, manage risks, and improve project success. For the ConnectPlus project, stakeholder engagement is essential because the platform will be launched across local and international markets and will involve a variety of internal and external stakeholders. Stakeholder identification is essential for understanding stakeholder expectations and managing project success (Freeman, 1984).
3.1. Internal Stakeholders
Internal stakeholders are individuals and groups within BritMart Global who directly contribute to the planning, development, and implementation of ConnectPlus. Senior management are key stakeholders because they provide strategic direction, approve budgets, and make important decisions regarding the project. Their support is critical because they have a high level of power and influence. 
The project manager is responsible for coordinating project activities, monitoring progress, managing resources, and ensuring that project objectives are achieved within the required timeframe. The IT department plays a significant role in designing, testing, and maintaining the platform. Without technical expertise, the platform would not function effectively.
The marketing team is responsible for promoting ConnectPlus and encouraging customer adoption through advertising campaigns and customer engagement activities. Customer service teams provide feedback regarding customer expectations and help resolve problems experienced by users. The finance department manages project budgets and evaluates financial performance, while the Data Protection Officer ensures compliance with GDPR and data privacy regulations.
Employees are also important stakeholders because they will interact with customers and support the implementation of the platform. Their willingness to adopt new systems can significantly influence project success.
3.2.  External Stakeholders
External stakeholders are individuals and organisations outside BritMart Global who can influence or be influenced by the ConnectPlus project. Customers are one of the most important stakeholder groups because their acceptance and continued use of the platform will determine its success. Customers expect personalised services, data security, and a positive user experience.
Suppliers and technology partners support the project by providing software, technical services, and digital infrastructure. Investors and shareholders are interested in financial returns and long-term business growth. Government regulators ensure that the organisation complies with legal and ethical requirements relating to customer data and consumer protection.
Local communities and non-governmental organisations (NGOs) are also important stakeholders because they may be interested in ethical business practices, sustainability initiatives, and corporate social responsibility. The LG Electronics case study demonstrates how organisations engage with communities, governments, customers, suppliers, and investors to support sustainable business objectives.
3.3. Power-Interest Matrix
The Power-Interest Matrix is a useful stakeholder management tool that categorises stakeholders according to their level of power and interest in a project. The Power-Interest Matrix helps organisations prioritise stakeholders according to their influence and interest (Mendelow, 1991).
· High Power – High Interest
· Senior Management
· Project Manager
· Investors
These stakeholders should be managed closely because they have significant influence over project decisions and outcomes.
High Power – Low Interest
· Government Regulators
These stakeholders should be kept satisfied by ensuring compliance with laws and regulations.
Low Power – High Interest
· Customers
· Employees
These stakeholders should be kept informed through regular communication and engagement activities.
Low Power – Low Interest
· Local Communities
· General Public
These stakeholders should be monitored periodically to ensure their concerns are addressed where necessary.
The Power-Interest Matrix helps project managers allocate resources effectively and prioritise stakeholder engagement activities.
3.4. Salience Model
The Salience Model classifies stakeholders according to power, legitimacy, and urgency. Senior management are considered definitive stakeholders because they possess all three attributes. They have the authority to make decisions, a legitimate interest in project success, and an urgent need for project performance information.
Customers possess legitimacy and urgency because their satisfaction directly affects organisational performance. Government regulators possess power and legitimacy because they can enforce compliance requirements. Technology partners have legitimacy and power because they provide essential technical support and expertise.
By applying the Salience Model, BritMart Global can better understand stakeholder priorities and develop engagement strategies that meet stakeholder expectations while supporting organisational objectives. Effective stakeholder identification and categorisation provide a strong foundation for stakeholder engagement and contribute to the successful implementation of the ConnectPlus platform.
Furthermore, effective stakeholder identification enables organisations to understand stakeholder expectations at an early stage of the project. This helps reduce resistance to change, improve communication, and support better decision-making. In the ConnectPlus project, understanding stakeholder needs is particularly important because the platform will operate across different countries and cultural environments. Therefore, stakeholder categorisation provides a foundation for developing suitable engagement strategies and maintaining positive relationships throughout the project lifecycle. The Salience Model classifies stakeholders according to power, legitimacy and urgency (Mitchell, Agle and Wood, 1997).
4. Stakeholder Analysis
A stakeholder analysis helps organisations understand the influence, expectations, and level of interest of different stakeholder groups. Conducting a stakeholder analysis allows BritMart Global to prioritise communication, allocate resources effectively, and reduce project risks during the implementation of the ConnectPlus platform. Stakeholders have different levels of power and interest, meaning that different engagement strategies are required to ensure project success.
	Stakeholder
	Power
	Interest
	Engagement Strategy

	Senior Management
	High
	High
	Manage closely through regular progress meetings and strategic updates.

	Project Manager
	High
	High
	Coordinate project activities and maintain regular communication with all stakeholders.

	Employees
	Medium
	High
	Provide training, involve them in decision-making, and encourage feedback.

	Customers
	Medium
	High
	Gather feedback through surveys, loyalty programmes, and customer support.

	Suppliers
	Medium
	Medium
	Maintain regular communication and monitor performance.

	Technology Partners
	High
	High
	Collaborate throughout development and testing of the platform.

	Investors
	High
	Medium
	Provide financial updates and performance reports.

	Government Regulators
	High
	Low
	Ensure compliance with GDPR and other legal requirements through regular reporting.



This analysis demonstrates that senior management, the project manager, and technology partners require the highest level of engagement because they have significant influence over the project's success. Customers and employees should also receive regular communication because their support is essential for successful implementation. Effective stakeholder analysis improves communication and project decision-making (Bryson, 2018).
5. SWOT Analysis
Introduction
A SWOT analysis is a strategic tool used to evaluate an organisation's internal strengths and weaknesses, as well as the external opportunities and threats that may influence the success of a project. For BritMart Global, conducting a SWOT analysis helps identify the key factors that may affect the successful implementation of the ConnectPlus platform and support strategic decision-making.

	Strengths (S)
	Weaknesses (W)

	Strong brand reputation and customer trust.
AI-powered ConnectPlus platform offering personalised customer experiences.
Large and loyal customer base.
Experienced management and skilled employees.
	High implementation and maintenance costs.
Employees require training to use the new platform effectively.
Dependence on digital technology and IT infrastructure.
Resistance to organisational change from some employees.

	Opportunities (O)
	Threats (T)

	Growing demand for digital loyalty programmes.
Expansion into international markets.
Advances in artificial intelligence and data analytics.
Increased customer engagement and retention.
	Strong competition from other retailers.
Cybersecurity threats and data breaches.
Changes to GDPR and other legal requirements.
Economic uncertainty reducing consumer spending.



SWOT Analysis Discussion
The SWOT analysis shows that BritMart Global has several strengths, including a strong brand reputation, an experienced workforce, and the ability to use artificial intelligence to improve customer engagement. However, the organisation also faces weaknesses such as high implementation costs, dependence on technology, and the need for employee training. Externally, there are opportunities to expand through digital innovation and international markets, while threats such as cybersecurity risks, economic uncertainty, changing data protection regulations, and increasing competition must be carefully managed. Understanding these factors helps the organisation develop strategies that maximise strengths and opportunities while reducing weaknesses and external threats (Johnson, Scholes and Whittington, 2020).
6. PESTEL Analysis
A PESTEL analysis is used to examine the external factors that may influence the successful implementation of the ConnectPlus platform. Understanding political, economic, social, technological, environmental, and legal factors helps BritMart Global identify potential opportunities and challenges that could affect stakeholder engagement and overall project success.
	Factor
	Impact on ConnectPlus Project

	Political
	Government policies regarding digital services, international trade, and data security may influence platform operations in different countries.

	Economic
	Inflation, changes in consumer spending, and economic uncertainty may affect customer participation in loyalty programmes and purchasing behaviour.

	Social
	Customers increasingly expect personalised services, convenience, and digital experiences, creating demand for platforms such as ConnectPlus.

	Technological
	Advances in artificial intelligence, mobile applications, and data analytics provide opportunities for innovation but require continuous investment and system updates.

	Environmental
	Stakeholders increasingly expect organisations to support sustainability initiatives and reduce environmental impacts through digital business solutions.

	Legal
	Compliance with GDPR, consumer protection laws, and international data protection regulations is essential to maintain customer trust and avoid legal penalties.



Discussion of PESTEL Analysis
The PESTEL analysis highlights several external factors that may affect the ConnectPlus project. Political and legal factors are particularly important because the platform will collect and process customer data across multiple markets. BritMart Global must ensure compliance with data protection legislation to maintain stakeholder trust and avoid regulatory penalties.
Economic conditions may influence customer spending behaviour and affect the adoption of loyalty programmes. Social factors create opportunities for growth because customers increasingly prefer personalised digital experiences. Technological developments also support innovation and enable the organisation to improve customer engagement through artificial intelligence and mobile technologies.
Environmental considerations have become increasingly important as stakeholders expect organisations to demonstrate responsible business practices. Therefore, understanding these external factors enables BritMart Global to make informed decisions, improve stakeholder engagement, and increase the likelihood of successful implementation of the ConnectPlus platform. PESTEL analysis helps organisations understand the external business environment and its impact on strategic decisions (Johnson, Scholes and Whittington, 2020).
7.  Roles and Responsibilities of Key Stakeholders
The success of the ConnectPlus project depends on the contribution and cooperation of various internal and external stakeholders. Each stakeholder has specific roles and responsibilities that support the planning, development, implementation, and long-term success of the platform. Effective stakeholder participation can improve project performance, while poor stakeholder involvement may result in delays, increased costs, and reduced customer satisfaction.
Senior management are responsible for providing strategic direction and ensuring that the project aligns with the organisation’s overall objectives. They approve budgets, allocate resources, and monitor project performance. Their leadership is important because they influence major business decisions and ensure that the project receives sufficient support throughout its lifecycle.
The project manager is responsible for coordinating all project activities and ensuring that project objectives are achieved within the agreed timeframe and budget. This includes managing resources, monitoring progress, communicating with stakeholders, and resolving issues that may arise during implementation. The project manager also acts as a link between different stakeholder groups to ensure effective collaboration.
The Information Technology (IT) department plays a critical role in designing, developing, testing, and maintaining the ConnectPlus platform. The team is responsible for ensuring that the platform operates efficiently, remains secure, and provides a positive user experience. In addition, the Data Protection Officer works closely with the IT department to ensure compliance with GDPR and other data protection regulations.
The marketing department promotes ConnectPlus through advertising, social media, and market research to increase customer awareness and adoption.
The customer service team assists customers, resolves complaints, and collects feedback to improve the platform. Employees support the successful implementation of ConnectPlus through their daily interactions with customers.
External stakeholders also contribute significantly to project success. Customers are responsible for providing feedback and engaging with the platform. Their participation helps the organisation identify areas for improvement and measure overall project success. Suppliers and technology partners provide technical expertise, software solutions, and digital infrastructure necessary for the operation of ConnectPlus. Investors and shareholders provide financial support and expect the project to contribute to business growth and profitability. Government regulators ensure that the organisation complies with legal and ethical requirements relating to customer data, privacy, and consumer protection.
Overall, effective stakeholder collaboration improves decision-making, reduces project risks, and supports the successful implementation of ConnectPlus (PMI, 2021).
8. Stakeholder Engagement Process and Conflict Management
Effective stakeholder engagement is essential for the successful implementation of the ConnectPlus platform. As the project will be introduced across local and international markets, it is important to ensure that stakeholders remain informed, involved, and committed throughout the project lifecycle. Stakeholder engagement helps organisations build trust, improve communication, reduce resistance to change, and increase the likelihood of project success. The project manager plays a key role in ensuring that stakeholder expectations are managed effectively and that potential conflicts are resolved promptly.
8.1. Stakeholder Engagement Process
The first stage of stakeholder engagement is stakeholder identification and analysis. At this stage, the project manager identifies all internal and external stakeholders and evaluates their level of power, interest, influence, and expectations. This information helps determine which stakeholders require the greatest level of attention and support.
The second stage involves developing a stakeholder engagement plan. This plan outlines how stakeholders will be informed, consulted, and involved throughout the project. The engagement plan should define communication methods, responsibilities, timelines, and performance measures. A well-developed engagement plan helps ensure consistency and transparency throughout the project lifecycle.
The third stage involves implementing communication and engagement activities. Regular communication is essential because stakeholders need accurate information regarding project progress, risks, and expected outcomes. Engagement activities may include meetings, workshops, surveys, newsletters, presentations, training sessions, and digital communication platforms.
The final stage involves monitoring stakeholder satisfaction and using feedback to improve project performance and stakeholder relationships.
8.2. The 4Cs Model
The 4Cs Model provides an effective framework for stakeholder engagement.
Communication
Communication involves sharing information with stakeholders in a clear and timely manner. For the ConnectPlus project, communication can be achieved through project reports, team meetings, email updates, and presentations. Effective communication helps reduce misunderstandings and improves stakeholder confidence.
Consultation
Consultation allows stakeholders to provide feedback and contribute ideas. Customers can participate in surveys and pilot testing, while employees can contribute suggestions regarding system improvements. Consultation helps stakeholders feel valued and encourages greater participation.
Collaboration
Collaboration occurs when stakeholders work together to achieve project objectives. Collaboration between the IT department, marketing team, customer service team, and technology partners can improve innovation and support better decision-making. Working together also helps identify and solve problems more effectively.
Commitment
Commitment refers to the willingness of stakeholders to support project objectives. Stakeholders who are committed to project success are more likely to cooperate, share information, and contribute positively to project outcomes. Building commitment requires trust, transparency, and continuous engagement.
8.3. Communication Plan
A communication plan helps ensure that stakeholders receive relevant information at the appropriate time.
	Stakeholder
	Communication Method
	Frequency

	Senior Management
	Progress reports and meetings
	Monthly

	Project Team
	Team meetings
	Weekly

	Employees
	Training sessions and emails
	Weekly

	Customers
	Surveys and mobile notifications
	Monthly

	Investors
	Performance reports
	Quarterly

	Regulators
	Compliance reports
	As required



8.4. RACI Matrix
The RACI Matrix helps define stakeholder responsibilities.
	Activity
	Project Manager
	IT Team
	Marketing Team
	Customer Service
	Senior Management

	Platform Development
	A
	R
	C
	I
	I

	Platform Testing
	A
	R
	C
	C
	I

	Marketing Campaign
	C
	I
	R
	I
	A

	Customer Feedback
	A
	I
	C
	R
	I

	Project Approval
	C
	I
	I
	I
	A



R = Responsible
A = Accountable
C = Consulted
I = Informed
The RACI Matrix improves accountability and reduces confusion regarding stakeholder roles.
8.5. Conflict Management
Conflicts may arise because stakeholders often have different priorities and objectives. For example, the marketing department may wish to collect additional customer information to improve personalisation features, while the Data Protection Officer may prioritise privacy and GDPR compliance. Similarly, the finance department may seek to reduce project costs, whereas the IT department may require additional investment in cybersecurity and software development. 
The project manager can manage conflicts through communication, negotiation, mediation, and collaboration. Regular meetings provide opportunities to discuss concerns before they become major problems. Open communication also helps build trust and encourages stakeholders to work together towards common objectives.
Another useful approach is the Thomas-Kilmann Conflict Management Model, which includes competing, accommodating, avoiding, compromising, and collaborating strategies. For the ConnectPlus project, collaboration is often the most effective approach because it encourages stakeholders to identify solutions that benefit all parties. Collaborative conflict management encourages positive stakeholder relationships and supports project success (Kerzner, 2022).
Critical Evaluation
Effective stakeholder engagement provides several benefits. It improves trust, strengthens relationships, enhances decision-making, and increases stakeholder commitment. Organisations that actively engage stakeholders are more likely to achieve project objectives and maintain a positive reputation. The LG Electronics case study demonstrates the benefits of effective stakeholder engagement.
However, stakeholder engagement also presents challenges. Managing diverse stakeholder interests can be time-consuming and costly. Cultural differences, communication barriers, and conflicting expectations may slow project progress. In addition, concerns regarding customer privacy and the ethical use of artificial intelligence must be carefully managed to maintain stakeholder trust.
Overall, effective stakeholder engagement and conflict management improve project performance, reduce risks, and support the successful implementation of ConnectPlus.
9. Impact of Sustainable Stakeholder Engagement on Business Performance
Sustainable stakeholder engagement refers to the continuous process of building positive relationships with stakeholders and involving them in organisational activities. Effective stakeholder engagement is important because stakeholders can influence business decisions, project outcomes, and organisational reputation. For BritMart Global, maintaining strong relationships with stakeholders throughout the ConnectPlus project can improve customer satisfaction, support innovation, and contribute to long-term business success.
1. Improved Customer Satisfaction and Loyalty
Customers are key stakeholders because their acceptance of ConnectPlus will determine its success. Regular communication, surveys, and feedback help BritMart Global understand customer needs and expectations. This helps improve the customer experience, leading to higher satisfaction levels and stronger customer loyalty. Increased customer loyalty can result in repeat purchases and improved profitability.
2. Better Decision-Making
Stakeholders provide valuable insights that improve organisational decision-making. Employees, customers, suppliers, and technology partners can identify problems and suggest improvements. By involving stakeholders in decision-making processes, BritMart Global can reduce uncertainty and make more informed business decisions.
3.  Improved Reputation and Brand Image
Organisations that actively engage stakeholders are often viewed as trustworthy and socially responsible. Positive stakeholder relationships can improve public perception and increase confidence among customers, investors, and communities. A strong reputation can help attract new customers and strengthen the organisation's competitive position in the market.
4.  Increased Innovation and Business Growth
Stakeholder engagement encourages collaboration and knowledge sharing. Customers, employees, and technology partners can suggest improvements to the platform and business processes. This can support innovation and help the organisation adapt to changing market conditions.
5.  Risk Reduction and Compliance
Effective stakeholder engagement helps identify risks before they become major problems. Regulators, customers, and employees can highlight concerns relating to privacy, security, or operational issues. Early identification of risks allows the organisation to take corrective action and maintain compliance with legal requirements such as GDPR.
Challenges of Sustainable Stakeholder Engagement
Although stakeholder engagement provides many benefits, it also presents challenges. Managing different stakeholder interests can be time-consuming and costly. Stakeholders may have conflicting priorities, such as balancing customer expectations with project costs. Cultural differences and communication barriers may also create challenges in international markets.
Conclusion
Overall, sustainable stakeholder engagement has a positive impact on business performance. It improves customer satisfaction, supports innovation, strengthens organisational reputation, and reduces business risks. Although challenges such as conflicting stakeholder interests and resource requirements may arise, the benefits generally outweigh the disadvantages. Therefore, sustainable stakeholder engagement is essential for the successful implementation and long-term success of the ConnectPlus platform. Sustainable stakeholder engagement creates long-term value for organisations and stakeholders (Christopher, Payne and Ballantyne, 2013).
10. Recommendations and Conclusion
10.1.  Recommendations
BritMart Global should establish a stakeholder engagement plan with clear communication methods, responsibilities, and timelines. Regular meetings, surveys, and digital communication should be used to keep stakeholders informed, encourage feedback, and strengthen stakeholder relationships.
BritMart Global should provide training and support to help employees use and promote the ConnectPlus platform effectively, improving customer experiences.
The organisation should monitor customer feedback and stakeholder satisfaction to identify issues and implement improvements. Finally, the company should maintain strict compliance with data protection regulations and ethical standards to protect customer information and maintain stakeholder trust.
13.2.   Conclusion
This report examined the importance of stakeholder engagement in the successful commencement and completion of the ConnectPlus project at BritMart Global. The report identified key internal and external stakeholders and analysed their roles, responsibilities, and influence on project success. Stakeholder engagement frameworks, including the Power-Interest Matrix, Salience Model, 4Cs Model, and RACI Matrix, were applied to demonstrate how effective stakeholder management can support organisational objectives.
The report evaluated the impact of sustainable stakeholder engagement on business performance. The findings showed that effective stakeholder engagement can improve customer satisfaction, strengthen organisational reputation, support innovation, enhance decision-making, and reduce business risks. However, challenges such as conflicting stakeholder interests, communication barriers, and compliance requirements must be carefully managed.
In conclusion, sustainable stakeholder engagement is essential for the successful implementation and long-term success of the ConnectPlus platform. By maintaining strong stakeholder relationships, BritMart Global can improve project outcomes, achieve strategic objectives, and create long-term value.
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