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Executive Summary

This report examines the importance of stakeholder engagement during the development and implementation of the ConnectPlus project at Morrisons. As one of the UK's largest supermarket retailers, Morrisons operates through a wide network of physical stores alongside its online shopping services. With increasing competition across the retail sector and changing customer expectations, the company needs to strengthen its digital capabilities while building closer and more meaningful relationships with its customers.
The ConnectPlus project is a digital customer loyalty and engagement platform designed to improve the overall customer experience and encourage long-term customer retention. The platform combines artificial intelligence (AI), personalised recommendations, mobile rewards and customer data analysis to provide more relevant services and offers. It is planned that ConnectPlus will be introduced across selected Morrisons locations over a six-month implementation period.
The report identifies and evaluates the main internal and external stakeholders involved in the project. These include senior management, employees, customers, technology partners, suppliers, investors and regulatory bodies, all of whom have different interests and levels of influence. To understand their responsibilities, expectations and impact on the project, several stakeholder management tools are applied, including the Power–Interest Matrix, Stakeholder Assessment, Communication Plan, Level of Engagement Framework and RACI Matrix.
The report also evaluates both the advantages and the potential challenges of stakeholder engagement by applying relevant theories, particularly Freeman's Stakeholder Theory (1984) together with recognised stakeholder engagement principles. The discussion shows that effective stakeholder engagement can strengthen communication, reduce project risks, improve customer satisfaction and contribute to stronger organisational performance over the long term.
From my perspective, the success of the ConnectPlus project will depend not only on the quality of the technology but also on Morrisons' ability to develop trust, cooperation and effective communication with different stakeholder groups. For this reason, stakeholder engagement should not be viewed as a one-time activity but as an ongoing process that continues throughout every stage of the project lifecycle.




1.0 Introduction to the Chosen Organisation

This report explores the importance of stakeholder engagement during the development and implementation of the ConnectPlus project at Morrisons. Morrisons is one of the largest supermarket retailers in the United Kingdom, operating hundreds of stores across the country while also providing online shopping services. The company competes in a fast-moving retail market where organisations need to continuously improve customer experience, adopt new technologies and build stronger relationships with their customers in order to remain competitive.
Morrisons is a major UK retailer with a large and complex business operation. The company currently operates 497 supermarkets and employs approximately 96,000 people across its business. In its 2024/25 financial year, Morrisons reported total revenue of £15.8 billion, demonstrating the significant scale of its operations and customer base (Morrisons, 2026a; Morrisons, 2026b). The company also reported 8 million active Morrisons More Card users, showing the importance of customer loyalty and data-driven engagement to its business strategy (Morrisons, 2026a). These figures demonstrate why effective stakeholder engagement is particularly important when introducing a digital project such as ConnectPlus across a large organisation.




Over the past few years, the supermarket industry has changed considerably because of digital transformation, changing consumer behaviour and increasing competition from both traditional retailers and online businesses. Customers now expect shopping to be more convenient, personalised and supported by digital services that make purchasing quicker and easier. As a result, Morrisons needs to continue investing in digital innovation if it wants to strengthen customer loyalty and maintain its competitive position within the market.
Morrisons has already increased its focus on digital services and technology. For example, the company reported double-digit like-for-like growth in its online business during 2024/25, while its Morrisons More Card active user base increased by 11% to a record 8 million users (Morrisons, 2026a). In addition, Morrisons announced plans to introduce electronic shelf labels across all 497 of its supermarkets, involving more than 10.8 million digital labels, demonstrating the scale of its ongoing digital transformation (Morrisons, 2025). These developments provide a relevant business context for the proposed ConnectPlus project.
The ConnectPlus project has been developed as a digital customer loyalty and engagement platform that aims to strengthen the relationship between Morrisons and its customers. The platform will use artificial intelligence (AI) to provide personalised recommendations, mobile rewards and customer data analysis. These features will help Morrisons understand customer behaviour more effectively, deliver more relevant offers and support better business decisions through data-driven insights.
Successfully introducing ConnectPlus will require close cooperation between a wide range of stakeholder groups. Internal stakeholders, including senior managers, the IT department, marketing teams, store managers and employees, will play an important role in planning, developing and implementing the platform. External stakeholders, such as customers, technology partners, suppliers, investors and regulatory bodies, will also have a significant influence on the overall success of the project.


According to Freeman's Stakeholder Theory (1984), organisations should consider the interests of all stakeholders rather than focusing only on shareholders. This theory is highly relevant to the ConnectPlus project because its success relies on effective cooperation between different groups, each with their own expectations and priorities. For example, customers expect a platform that is secure, reliable and easy to use, employees need appropriate training and support, investors expect positive business performance, while regulatory bodies require the organisation to comply with data protection legislation.
From my perspective as the Project Manager, one of my main responsibilities is to understand stakeholder expectations, maintain effective communication, reduce resistance to change and create an environment where stakeholders feel involved throughout the decision-making process. Building strong stakeholder relationships can increase trust, encourage collaboration and improve the chances of delivering the project successfully.

This report identifies and analyses the main stakeholders involved in the ConnectPlus project while evaluating their roles, responsibilities, benefits and potential challenges. It also applies stakeholder management frameworks, including the Power–Interest Matrix, Communication Plan, Level of Engagement Framework and RACI Matrix, to demonstrate how Morrisons can manage stakeholder relationships more effectively. Finally, the report discusses how sustainable stakeholder engagement can contribute to stronger organisational performance and presents recommendations for improving the overall success of the project.






2.0 Objectives of the Project (SMART)

The main aim of the ConnectPlus project is to successfully introduce a digital customer loyalty and engagement platform at Morrisons. The project is designed to improve customer experience, increase customer retention, support the company's digital transformation and strengthen relationships between Morrisons and its key stakeholders.
To support these goals, the following SMART objectives have been developed:





	Objective
	Specific
		



	Measurable



	Achievable
	Relevant
		



	Time-bound




	Increase customer loyalty
	Introduce a digital loyalty platform offering personalised promotions, rewards and customer recommendations.
	Increase customer retention by approximately 20%.
	Through AI technology, customer data analysis and personalised marketing strategies.
	Supports Morrisons' objective of strengthening customer relationships and improving competitiveness.
	Within six months

	Increase platform adoption
	Encourage customers to register for and actively use the ConnectPlus mobile platform.
	Achieve 80% adoption among the target customer group.
	Through promotional campaigns, employee support and customer incentives.
	Improves customer engagement and digital interaction.
	Within six months

	Improve customer satisfaction
	Collect customer feedback and continuously improve platform features and services.
	Increase customer satisfaction by 15%.
	Through surveys, customer reviews and structured feedback systems.
	Enhances customer experience and strengthens customer loyalty.
	Within six months

	Successfully launch ConnectPlus
	Implement the platform across selected Morrisons stores and online services.
	Complete the implementation according to the agreed project schedule.
	Through effective project management, stakeholder collaboration and risk management
	Supports Morrisons' digital transformation strategy.
	Within six months.

	Improve stakeholder engagement
	Develop and maintain an effective stakeholder engagement strategy throughout the project.
	Achieve regular stakeholder participation in meetings, feedback sessions and project activities.
	Through structured communication, collaboration and continuous stakeholder involvement.
	Reduces resistance to change and improves overall project performance.
	Throughout the six-month project



The SMART objectives provide a clear framework for guiding the ConnectPlus project and measuring its overall performance. Each objective is closely linked to Morrisons' strategic priorities while also recognising the expectations and interests of the project's different stakeholder groups.
Successfully achieving these objectives will help Morrisons strengthen customer loyalty, improve operational efficiency and build stronger relationships with its most important stakeholders. At the same time, it is important to recognise that these objectives can only be achieved through continuous communication, effective collaboration and ongoing commitment from everyone involved in the project. Maintaining strong stakeholder engagement throughout the project will play an important role in supporting long-term success.


3.0 Identifying Key Stakeholders

Identifying stakeholders is an essential stage of the ConnectPlus project because different individuals and groups can influence whether the platform is implemented successfully. In a digital transformation project, understanding who will be affected by the project and who has the power to influence decisions helps the Project Manager develop more effective stakeholder engagement strategies and improve project outcomes.
According to Freeman (1984), stakeholders are individuals or groups who can affect or be affected by an organisation's activities and decisions. This highlights that organisations should not focus only on financial performance but also consider the expectations, concerns and contributions of the different stakeholder groups involved in the project.


For the ConnectPlus project at Morrisons, stakeholders can be divided into two main groups: internal and external stakeholders. Internal stakeholders include the people and departments within Morrisons that are directly involved in planning, developing, implementing and supporting the platform. External stakeholders are outside the organisation, but they can still influence the project or be affected by the results it produces.

Identifying stakeholders at an early stage is valuable because it helps the Project Manager understand the different levels of influence, interest and responsibility that each stakeholder has. In my opinion, this is especially important for the ConnectPlus project because it involves digital technology, customer information, employees and several business departments. If stakeholder expectations are not managed properly, the project could face challenges such as resistance to change, poor communication, implementation delays or lower customer acceptance.


Effective stakeholder identification creates a strong foundation for successful stakeholder engagement. It allows Morrisons to choose appropriate communication methods, manage stakeholder expectations more effectively and encourage stronger collaboration throughout every stage of the project lifecycle.



3.1 Identification of Stakeholders

The table below identifies the main internal and external stakeholders involved in the ConnectPlus project together with their main roles and responsibilities.






	Stakeholder Type
	Stakeholder Group
	Roles and Responsibilities

	Internal
	Senior Management
	Provides strategic direction, approves budgets, allocates resources, and ensures that ConnectPlus supports Morrisons’ business objectives.

	Internal
	Project Manager
	Plans and coordinates project activities, manages risks, monitors progress, and leads stakeholder engagement throughout the project lifecycle.


	Internal
	Digital and IT Team
	Develops the ConnectPlus platform, manages system integration, ensures cybersecurity, and provides technical support.

	Internal
	Marketing Department
	Creates promotional campaigns, communicates the benefits of ConnectPlus, and encourages customer adoption.

	Internal
	Store Managers
	Support the implementation of ConnectPlus in Morrisons stores and ensure employees are prepared for operational changes.


	Internal
	Store Employees
	Assist customers with using the platform, promote the loyalty programme, and provide feedback from daily customer interactions.

	Internal
	Customer Service Team
	Handles customer enquiries, solves problems, and collects feedback about customer experience.

	External
	Customers
	Use ConnectPlus, provide feedback, interact with personalised offers, and influence platform success through adoption.

	External
	Technology Partners
	Provide software solutions, AI technology, cloud services, technical expertise, and system maintenance.

	External
	Suppliers
	Support promotional activities and provide information that may improve customer offers and product recommendations.

	External
	Investors and Shareholders
	Provide financial support and expect positive business performance and return on investment.

	External
	Regulatory Bodies
	Ensure that Morrisons complies with GDPR, consumer protection laws, and data security requirements.

	External
	Local Communities
	Are affected by Morrisons’ business activities and benefit from employment opportunities and responsible business practices.



Table1: Identification of Stakeholders
(Source: Self-made)
The table shows that every stakeholder group has a different role in supporting the ConnectPlus project. Internal stakeholders are mainly responsible for planning and delivering the project, while external stakeholders contribute through resources, feedback, financial support and regulatory guidance.
For instance, the Digital and IT Team plays a central role because the success of ConnectPlus depends on developing a reliable, secure and effective platform. At the same time, this team may face challenges such as technical complexity, cybersecurity risks and the pressure of meeting project deadlines.
Customers are another key stakeholder group because their acceptance of the platform will determine whether the project achieves its objectives. Although they are not directly involved in making project decisions, the way customers use and respond to ConnectPlus will have a significant impact on its overall success.
Employees should also receive careful attention throughout the digital transformation process. Store employees interact with customers every day, so their knowledge of the platform and willingness to support it can strongly influence the customer experience. Without clear communication and appropriate training, employees may feel uncertain about the changes and become resistant to adopting the new system.
Overall, stakeholder identification helps Morrisons gain a better understanding of different expectations and develop suitable engagement strategies for each stakeholder group. This not only reduces uncertainty during the project but also helps build stronger and more positive relationships between the organisation and its stakeholders.


3.2 Benefits and Challenges of Stakeholders
Each stakeholder involved in the ConnectPlus project brings valuable contributions to Morrisons, but every stakeholder group may also present challenges that need to be managed carefully. Understanding both the benefits and the possible difficulties allows the Project Manager to develop effective strategies that encourage collaboration, reduce risks and support successful project delivery.


	Stakeholder Group
	Benefits
	Challenges

	Senior Management
	Provides leadership, strategic decisions, financial approval, and ensures alignment with business goals.
	Must balance project investment with other organisational priorities and expected results.

	Project Manager
	Coordinates project activities, improves communication, and manages stakeholder relationships.
	Responsible for managing conflicting expectations, risks, deadlines, and resources.

	Digital and IT Team
	Provides technical expertise, develops the platform, and ensures system performance.
	Faces challenges related to cybersecurity, software integration, and technical problems.

	Marketing Department
	Increases customer awareness and supports platform adoption through campaigns.
	Must create effective communication strategies for different customer groups.

	Store Managers
	Support implementation in stores and help manage operational changes.
	Need to balance normal store activities with additional project responsibilities.

	Store Employees
	Improve customer support and encourage customers to use ConnectPlus.
	May experience resistance to change and require additional training.

	Customer Service Team
	Helps customers solve problems and provides valuable feedback.
	May experience increased workload after the platform launch.

	Customers
	Receive personalised offers, rewards, and improved shopping experiences.
	May have concerns about data privacy, security, and adapting to new technology.

	Technology Partners
	Provide specialist knowledge, software, and technical support.
	Possible challenges include integration problems, delays, and dependency on external providers.

	Suppliers
	Can benefit from improved product promotion and customer insights.
	Need effective coordination with Morrisons’ digital systems and campaigns.

	Investors and Shareholders
	Benefit from potential revenue growth, stronger customer loyalty, and improved business performance.
	May expect quick financial returns from the investment.

	Regulatory Bodies
	Ensure legal compliance and protect customer rights.
	Changes in regulations may require system updates and additional processes.

	Local Communities
	Benefit from employment opportunities and responsible business activities.
	Have limited direct involvement in project decisions.




Table 2: Benefits and Challenges of Stakeholders
(Source: Self-made)
The table highlights that stakeholder involvement creates both valuable opportunities and potential challenges for the ConnectPlus project. For Morrisons, effective stakeholder management means recognising these differences and developing strategies that balance the needs and expectations of each stakeholder group.
For example, senior management is likely to focus on business performance, financial outcomes and the overall success of the project, while customers are more concerned about data privacy, security and having a simple user experience. If these different priorities are not managed carefully, they may create disagreements or reduce stakeholder support.
In a similar way, employees are more likely to support the project when they receive appropriate training and clear communication. However, they may initially feel uncertain about new technology or changes to their daily responsibilities. Because of this, involving employees throughout the project and providing regular support can help reduce resistance to change.
From my perspective, one of the biggest challenges for Morrisons will be building trust between the organisation and its customers. Since ConnectPlus will use customer data to provide personalised recommendations, customers need to feel confident that their personal information is collected, stored and used responsibly. Clear communication about data privacy together with strong security measures will be essential to encourage customer confidence and increase platform adoption.
Overall, analysing both the benefits and challenges of stakeholders helps the Project Manager identify potential risks and prepare suitable engagement strategies before problems arise. This approach supports better decision-making, strengthens stakeholder relationships and increases the likelihood of delivering the ConnectPlus project successfully.

3.3 Stakeholder Analysis Tools
Stakeholder analysis tools are useful because they help the Project Manager understand the influence, interest, and level of involvement of different stakeholder groups. They can also support better decision-making by showing which stakeholders need greater attention and which engagement methods may be more suitable for each group.
For the ConnectPlus project, stakeholder analysis is especially relevant because Morrisons will introduce a new digital platform that will affect customers, employees, technology systems, and existing business processes. Different groups will have different expectations from the project, while some stakeholders will have greater influence over decisions than others.
Stakeholder mapping should therefore be used as an initial step to identify the main individuals, groups and organisations that can influence or be affected by ConnectPlus. The mapping process should consider stakeholder interests, expectations, concerns, influence and the potential impact they may have on project delivery. For Morrisons, this process should begin during the planning stage and be reviewed throughout development, testing, launch and post-launch evaluation. This is important because stakeholder expectations and influence may change during the project lifecycle.
However, stakeholder mapping has some limitations. It can become complex when a project involves different markets because stakeholder expectations, regulations and attitudes towards technology may vary between countries. The map can also become outdated if stakeholders change their position during the project. For example, customers may initially be mainly interested in personalised rewards but become more concerned about data privacy if they do not understand how their information is being used. Similarly, employees may become more influential if resistance to ConnectPlus creates problems during implementation. Therefore, stakeholder mapping should be regularly reviewed and supported by prioritisation models such as the Power–Interest Matrix and Stakeholder Salience Model.
3.3.1 Stakeholder Power–Interest Matrix
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Figure 1: Stakeholder Power–Interest Matrix
(Source: Self-made)
The Power–Interest Matrix helps the Project Manager identify which stakeholders need the greatest level of engagement by looking at their ability to influence the project and their interest in its results.
Senior Management and the Project Manager are placed in the high power and high interest category because they are directly involved in strategic decisions, project governance, resource allocation, and monitoring progress. These stakeholders should be managed closely through regular meetings, progress reports, and discussions about important project decisions.
Customers should be placed in the high-interest and lower-power category because they are the main users of ConnectPlus but do not normally have formal authority over project decisions. However, their influence should not be underestimated. Customer adoption, feedback, complaints and online reviews can affect the reputation and business case of the platform. Therefore, customers should be kept informed and involved through surveys, testing, feedback opportunities and clear communication about the benefits and use of personal data. Although they do not have formal authority over project decisions, their acceptance or rejection of the platform can have a strong effect on its success. In my opinion, customers deserve particular attention because digital platforms depend heavily on customer adoption and trust.
Regulatory Bodies should be considered high-power stakeholders, although their level of operational interest may be lower during normal project development. Their legal and regulatory authority means that they can significantly influence whether ConnectPlus can operate successfully. Their level of interest and urgency may increase if a data protection or compliance problem occurs. For this reason, Morrisons should keep regulatory stakeholders satisfied through appropriate compliance information, formal documentation and early communication about relevant risks. ConnectPlus will collect and analyse customer information, making compliance with GDPR and data protection requirements particularly important. If Morrisons fails to meet regulatory requirements, this could result in financial penalties and damage to the company's reputation.
Investors and Shareholders should be considered high-power stakeholders with lower operational interest in the daily activities of the project. They are mainly interested in financial performance and the long-term benefits of ConnectPlus rather than operational decisions. For this reason, they should be kept satisfied through financial reports, project updates, and information about overall progress.
The Digital and IT Team, Marketing Department, Store Managers, Store Employees, and Customer Service Team have high interest because they are directly involved in introducing and supporting ConnectPlus. However, their decision-making power is lower than that of senior management. These stakeholders should still be kept informed and involved because their cooperation will be important for the successful implementation of the platform.
Technology partners and local communities have lower levels of power and interest compared with some of the other stakeholder groups. However, this position may change during the project lifecycle. For example, a technology partner could become a high-power stakeholder during a major system failure because Morrisons may depend on its technical expertise to restore the platform. This shows why the Power–Interest Matrix should be reviewed regularly rather than treated as a fixed classification. Even so, they should not be overlooked. Technology partners provide important technical resources and expertise, while local communities can influence Morrisons' reputation and its position as a responsible organisation.
Overall, the Power–Interest Matrix helps Morrisons identify where stakeholder engagement should receive the most attention. At the same time, stakeholder influence is not fixed and can change during the project lifecycle. For example, customers may become more influential after the platform is launched because their feedback and level of adoption can affect whether ConnectPlus achieves its objectives.

However, the Power–Interest Matrix has a limitation because stakeholder power and interest can change during the project. A stakeholder with relatively low interest at the beginning may become highly interested if the project affects their responsibilities or creates a new risk. Therefore, the Project Manager should review the stakeholder position regularly rather than treating the matrix as a fixed assessment.







3.3.2 Stakeholder Salience Model
The Stakeholder Salience Model developed by Mitchell, Agle and Wood (1997) provides another way of prioritising stakeholders based on three main attributes: power, legitimacy and urgency. Power refers to the ability of a stakeholder to influence the project. Legitimacy means that the stakeholder has a recognised organisational, legal, contractual or moral relationship with the organisation. Urgency refers to how quickly the stakeholder’s concerns need to be addressed. Stakeholders who have all three attributes are known as definitive stakeholders and normally require a higher level of managerial attention.
For ConnectPlus, this model can help provide a clearer understanding of which stakeholders should receive more attention. Senior Management has power because it can make strategic and resource decisions. It also has legitimacy because of its organisational role, as well as urgency because it is responsible for achieving the project’s objectives. Regulatory Bodies have legitimate authority in areas such as data protection and could become urgent stakeholders if a compliance issue occurs. Customers also have a legitimate interest in how their personal data is used. Their level of urgency and influence could increase if privacy concerns affect customer trust and the adoption of the platform.
However, the Salience Model also has some limitations because stakeholder attributes can change during the project. For example, a stakeholder may have low urgency during the development stage but become highly urgent when a problem occurs. Therefore, the Project Manager should review stakeholder salience throughout the project and use this model together with the Power–Interest Matrix, rather than relying on only one framework.

Overall, the stakeholder analysis tools provide different types of information, but they work well together. Stakeholder mapping helps Morrisons identify the main groups involved in ConnectPlus, while the Power–Interest Matrix helps the Project Manager prioritise stakeholders based on their level of power and interest. The Stakeholder Salience Model adds further analysis by looking at power, legitimacy and urgency. Using these tools together can help Morrisons understand that not all stakeholders need to be managed in the same way and can support more suitable engagement throughout the project lifecycle.

Figure 2: Stakeholder Assessment Matrix
(Source: Self-made)
The Stakeholder Assessment Matrix gives a more detailed view of the different stakeholder groups by considering their interest, involvement, influence, and how strongly they are affected by the ConnectPlus project.
Senior Management and the Project Manager have high levels of interest, involvement, and influence because they are responsible for making sure that the project supports Morrisons' strategic objectives. Their continued involvement is important for approving decisions, managing resources, and dealing with problems that may occur during implementation.
The Digital and IT Team has a high level of involvement because this group is responsible for developing, testing, and maintaining the platform. Although the team may have less influence over strategic decisions, its technical knowledge is important for making sure that ConnectPlus works properly and provides a reliable service.
Store Managers and Store Employees are also strongly affected by the project because ConnectPlus will change some daily activities within Morrisons stores. Employees may need to learn new processes, help customers with registration, and answer questions about the new loyalty system. As a result, training and clear communication should be important parts of the stakeholder engagement approach.
Customers have high interest and are highly impacted because they are the final users of ConnectPlus. Their feedback can help shape future improvements and will be important in determining whether the platform meets its customer loyalty objectives. Although customers have limited formal power, their behaviour and response to the platform can have a significant effect on project success.
Technology partners and suppliers have medium levels of involvement because they support Morrisons through technical services, resources, and business cooperation. Maintaining good working relationships with these stakeholders can reduce operational risks and help improve the reliability of the project.
Investors and Regulatory Bodies have high influence but lower involvement because they are not part of the project's daily activities. However, both groups can have a strong effect on project success. Investors can influence financial decisions, while regulatory bodies can affect the project through legal and data protection requirements.
The Stakeholder Assessment Matrix shows that stakeholder management should not use exactly the same approach for every group. Different stakeholders have different needs and require different levels of communication and involvement. A successful Project Manager therefore needs to adjust engagement strategies according to stakeholder expectations and changes that may occur during the project.
In summary, the analysis shows that ConnectPlus needs a balanced approach to stakeholder management. Morrisons needs to manage stakeholders with greater power, provide support to internal teams, listen to customers, and maintain positive relationships with external groups. This can increase stakeholder support and improve the likelihood of successful project implementation.


4.0 Role of the Project Manager in Engaging Stakeholders
The Project Manager plays an important role in making sure that stakeholders are effectively engaged throughout the ConnectPlus project. As the project involves different departments, customers, technology partners, and regulatory organisations, managing these stakeholder relationships is important for successful implementation.
From my perspective as the Project Manager, one of my main responsibilities would be to create a connection between Morrisons and its stakeholders by making sure that everyone understands the project objectives, responsibilities, and expected outcomes. A project may have advanced technology and enough financial resources, but without stakeholder support, it can still face difficulties during implementation.
One of the first responsibilities of the Project Manager is to identify and analyse stakeholders. This means understanding their expectations, level of influence, possible concerns, and how each group can contribute to the project. The stakeholder analysis completed earlier helps the Project Manager decide the most appropriate engagement approach for each stakeholder group.
Another important responsibility is managing communication. Different stakeholders need different types of information depending on their role and involvement in the project. For example, senior management needs strategic information about the budget, progress, and risks, while the Digital and IT Team needs more technical information about development, security, and system performance.
The Project Manager is also responsible for encouraging cooperation between stakeholders. The ConnectPlus project requires different departments to work together, even when they have different priorities. For example, the Marketing Department may focus mainly on customer adoption, while the IT Team may be more concerned with technical stability and security. Therefore, the Project Manager needs to help these stakeholders work towards the same project objectives.
Conflict management is another important responsibility. During the implementation of ConnectPlus, conflicts may happen because of budget limitations, technical problems, changes in customer requirements, or concerns about data protection. The Project Manager should use negotiation, problem-solving, and communication skills to find solutions that consider the interests of different stakeholders. The Project Manager should first identify the cause of the conflict and understand the priorities of each stakeholder. The next step should be to assess the potential impact of each option on project objectives, cost, time, security and stakeholder expectations. The Project Manager can then use negotiation and evidence-based decision-making to agree on a solution. This approach can help resolve disagreements while protecting the main objectives of the ConnectPlus project. For example, a conflict may occur if the Marketing Department wants to launch ConnectPlus quickly to increase customer adoption, while the Digital and IT Team requires additional time for security testing and system integration. Another conflict could occur if Senior Management wants to maintain the six-month implementation target while employees require additional training before the launch. In these situations, the Project Manager should first identify the concerns of each stakeholder and then use evidence, negotiation and risk information to find a suitable solution. This could involve agreeing on priorities, adjusting activities or providing additional support without unnecessarily changing the overall project objectives. 
According to Freeman's Stakeholder Theory (1984), organisations should create value for all stakeholders rather than focusing only on shareholders. This principle is relevant to Morrisons because the success of ConnectPlus depends on balancing the expectations of customers, employees, investors, technology partners, and regulatory bodies.
However, it is important to recognise that stakeholder engagement cannot remove all project risks. Different stakeholders may have different priorities, and complete agreement may not always be possible. Therefore, successful stakeholder management should not be measured by the absence of disagreement, but by the Project Manager's ability to manage disagreements constructively and maintain progress towards the project objectives. Therefore, the Project Manager needs to continuously monitor stakeholder relationships and change engagement strategies when necessary.
Overall, the Project Manager acts as a coordinator, communicator, and problem solver. By maintaining good relationships with stakeholders, Morrisons can increase cooperation, reduce resistance to change, and improve the chances of successful ConnectPlus implementation.


4.1 Communication Plan
Effective communication is an important part of stakeholder engagement because it makes sure that stakeholders receive the right information at the right time. A communication plan helps the Project Manager decide what information should be shared, how often communication should take place, and which communication methods are most suitable for each stakeholder group.
For the ConnectPlus project, communication needs to be adapted to the needs of different stakeholders. For example, senior managers need strategic updates, while technical teams need more detailed information about system development. Customers also need clear information about the benefits of the platform and how their personal data will be protected.
Although a communication plan can improve consistency and transparency, communication alone does not guarantee stakeholder support. Stakeholders may receive the correct information but still disagree with project decisions or resist organisational change. Therefore, communication should be combined with consultation, feedback and opportunities for stakeholder participation.


		Stakeholder
		



	Weekly Meeting



	Monthly Meeting
		



	Reports



		



	Communication Method




	Senior Management
	✓
	✓
	Project Progress Report
	Meetings, Email, Dashboard

	Project Manager
	✓
	✓
	Project Status Report
	Project Management Software, Meetings

	Digital and IT Team
	✓
	✓
	Technical Progress Report
	Microsoft Teams, Online Meetings

	Marketing Department
	✓
	✓
	Marketing Performance Report
	Meetings, Email

	Store Managers
	✓
	✓
	Implementation Report
	Meetings, Internal Communication Systems

	Store Employees
	✓
	
	Training Updates
	Training Sessions, Internal Platforms

	Customer Service Team
	✓
	✓
	Customer Feedback Report
	CRM System, Meetings

	Customers
	
	✓
	Customer Satisfaction Report
	Mobile App, Surveys, Email

	Technology Partners
	
	✓
	Technical Update Report
	Video Conferences, Email

	Investors and Shareholders
	
	✓
	Financial Performance Report
	Presentations, Reports

	Regulatory Bodies
	
	✓
	Compliance Report
	Formal Documentation, Email



	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	

	
	




Figure 3: Communication Plan
(Source: Self-made)

The communication plan shows that different stakeholders need different levels of information and involvement. Internal stakeholders receive more frequent communication because they are directly involved in project activities and daily decisions.
Senior Management receives regular reports because they are responsible for approving resources and making strategic decisions. In comparison, employees need communication that focuses more on training and changes to daily activities because they will directly support customers during implementation.
Customers are included through surveys, feedback systems, and mobile communication because their opinions are important for improving the platform. This approach can help increase customer trust and encourage people to use ConnectPlus.
External stakeholders, such as technology partners and regulatory bodies, also need regular communication. As ConnectPlus is intended for selected local and international markets, communication should also consider differences between markets. Language, cultural expectations, customer behaviour, attitudes towards data privacy and local regulations may affect how stakeholders respond to the project. Therefore, Morrisons should maintain consistent project objectives while adapting communication and engagement methods to local requirements. Local teams and regulatory stakeholders should be consulted before implementation to make sure that communication is appropriate for each market. For example, customers in different international markets may have different expectations about communication, personalisation and privacy. 

Therefore, the Project Manager should avoid using exactly the same engagement strategy for every market. The level and method of stakeholder engagement should be adapted according to local cultural expectations, customer behaviour and regulatory requirements, while maintaining the overall objectives of ConnectPlus. Technology partners require technical updates to help maintain system performance, while regulatory bodies need information to make sure that the project follows data protection requirements.
In my opinion, communication should not only be used to provide information but also to encourage stakeholder participation. When stakeholders feel that their opinions are being considered, they may be more willing to support the project and contribute to its success.





4.2 Level of Stakeholder Engagement

The stakeholder engagement assessment helps the Project Manager understand the current relationship with stakeholders and identify the level of involvement that is needed for the project to be successful.
The objective of the ConnectPlus project is to move stakeholders from lower levels of engagement towards supportive or leading positions. Increasing stakeholder commitment can help reduce resistance, improve cooperation, and create stronger relationships throughout the project.
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Figure 4: Stakeholder Level of Engagement

(Source: Self-made)
The assessment shows that some stakeholders may initially have a neutral or resistant position because they may not fully understand the benefits of ConnectPlus. This can happen in digital transformation projects because employees and customers may feel uncertain about using new systems.
Employees may need additional support and training to become supportive stakeholders. If Morrisons clearly explains the benefits of ConnectPlus, employees are more likely to accept the changes and help customers during implementation.
Customers may also start at a neutral level because they need to understand the value of the platform before deciding to use it regularly. Offering rewards, personalised experiences, and clear information about data protection may encourage greater customer adoption.
Senior Management and the Project Manager should remain at a leading level because they are responsible for maintaining the direction of the project and making sure that stakeholder engagement remains a priority.
Overall, the purpose of this framework is not only to identify the current position of each stakeholder but also to identify actions that can increase their involvement and commitment throughout the project lifecycle.








4.3 RACI Matrix
The RACI Matrix is a useful project management tool that defines stakeholder responsibilities for different project activities. RACI stands for Responsible, Accountable, Consulted, and Informed.
Using this framework can help Morrisons avoid confusion, improve accountability, and make sure that each important activity has clear responsibility.
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	Figure 5: RACI Matrix

(Source: Self-made)
The RACI Matrix clearly shows how responsibilities are shared between stakeholders during the ConnectPlus project. The Project Manager is responsible for coordinating activities and making sure that tasks are completed according to the project plan.
Senior Management remains accountable for major decisions because they approve budgets, provide resources, and make sure that the project supports Morrisons' strategic objectives.
The Digital and IT Team is responsible for platform development, technical testing, and system security. Their technical knowledge is important because system problems could negatively affect customer trust and the overall success of the project.
The Marketing Department is responsible for promoting ConnectPlus and encouraging customers to use the platform. Store Managers and employees also have an important role because they will support customers during the transition to the new digital platform.
Regulatory Bodies are responsible for ensuring that the project follows data protection legislation. Their involvement is important because ConnectPlus will use customer information and must operate according to legal requirements.
Overall, the RACI Matrix improves accountability and communication by making sure that stakeholders understand their responsibilities. This can reduce confusion and support better cooperation throughout the project lifecycle.
However, the RACI Matrix has limitations because it mainly focuses on responsibilities and accountability. It does not show whether a stakeholder is supportive or resistant, nor does it explain their level of power, interest or urgency. Therefore, RACI should be used together with stakeholder analysis and engagement frameworks. This allows the Project Manager to understand both what stakeholders are responsible for and how they should be engaged.


5.0 Importance of Stakeholder Engagement
Stakeholder engagement is one of the most important factors that can affect the success of the ConnectPlus project at Morrisons. A project is not successful simply because it is completed on time or within budget. It also depends on whether stakeholders understand the project, support the changes, and make a positive contribution during the implementation process.
The ConnectPlus project involves several stakeholder groups, including employees, customers, managers, technology partners, suppliers, investors, and regulatory organisations. Each stakeholder group has different expectations and levels of influence. Therefore, Morrisons needs to develop effective engagement strategies that consider the needs of different groups throughout the project lifecycle.
According to Freeman’s Stakeholder Theory (1984), organisations should create value for all stakeholders rather than focusing only on shareholders. This means that Morrisons needs to consider the interests of customers, employees, suppliers, and other groups that may be affected by the implementation of ConnectPlus. For example, customers expect a platform that is easy to use and protects their personal information, while employees need suitable training and support to adapt to the new technology.
Effective stakeholder engagement can help Morrisons reduce project risks, improve communication, and increase commitment from different stakeholder groups. When stakeholders feel involved in the decision-making process, they are more likely to support organisational changes and provide useful ideas. In contrast, poor stakeholder engagement can lead to resistance, misunderstandings, delays, and lower acceptance of the new platform.
In my opinion, stakeholder engagement is particularly important for ConnectPlus because the project involves digital transformation, which may create uncertainty among employees and customers. Some customers may be concerned about sharing their personal data, while employees may feel uncomfortable using a new digital system. Therefore, Morrisons should provide clear communication, training opportunities, and ways for stakeholders to give feedback. This can help build trust and encourage adoption.
Furthermore, stakeholder engagement can support innovation and continuous improvement. Customers can provide feedback about their experience with the platform, employees can suggest improvements based on their daily activities, and technology partners can provide technical solutions. This cooperation allows Morrisons to improve ConnectPlus and make sure that the platform continues to meet stakeholder expectations.
Overall, stakeholder engagement is not only a communication activity but also a strategic process that helps organisations develop long-term relationships. For the ConnectPlus project, effective engagement can increase the chances of successful implementation and help Morrisons achieve its digital transformation objectives.
5.1 Justification of the Statement
The importance of stakeholder engagement can be explained through different theories and frameworks that show how organisations can develop stronger relationships with stakeholders. These theories are useful because they provide guidance on how Morrisons can manage expectations, improve cooperation, and reduce possible conflicts during the ConnectPlus project.
One of the main theories related to stakeholder engagement is Freeman’s Stakeholder Theory (1984). Freeman explains that organisations should consider all groups that can influence or be influenced by business decisions. Traditional business approaches often focused mainly on shareholders and financial performance. However, stakeholder theory suggests that long-term success depends on creating value for a wider range of stakeholders.
This theory is highly relevant to Morrisons because the success of ConnectPlus depends on different stakeholders working together. For example, senior management provides strategic direction and financial support, the IT Team develops the digital platform, employees support customers during implementation, and customers provide feedback that can help improve the service.
Another useful framework is the 4Cs Model of Stakeholder Engagement, which includes Communication, Consultation, Collaboration, and Commitment.
Communication is the first stage because stakeholders need clear and accurate information about the project. For ConnectPlus, Morrisons should communicate the project objectives, benefits, and possible changes to employees, customers, and business partners. Good communication can reduce uncertainty and prevent misunderstandings.
Consultation allows stakeholders to share their opinions and provide feedback before important decisions are made. For example, Morrisons could involve customers in testing the platform before the official launch. This would help the organisation identify usability problems and make improvements based on customer needs.
Collaboration encourages stakeholders to work together towards common objectives. In the ConnectPlus project, cooperation between the IT Department, Marketing Department, store employees, and technology partners is important because each group brings different knowledge and skills.
Commitment represents the final stage, where stakeholders become actively involved and support the project. When employees and customers trust the organisation and understand the benefits of ConnectPlus, they are more likely to accept and use the new system successfully.
The Power–Interest Matrix used earlier in this report also supports the importance of stakeholder engagement. This model helps the Project Manager identify which stakeholders need closer management based on their level of power and interest. For example, senior management needs regular communication because they have high influence over project decisions, while customers need continuous consultation because their satisfaction can affect platform adoption.
According to Bourne (2016), effective stakeholder relationship management requires organisations to understand stakeholder expectations and maintain continuous interaction. This shows that stakeholder engagement should not only take place at the beginning or end of a project, but throughout the entire project lifecycle.
However, stakeholder engagement can also create challenges. Different stakeholders may have conflicting expectations. For example, investors may focus on financial returns, while customers may prioritise privacy and service quality. Employees may need additional time and training, while management may want a faster implementation. Therefore, the Project Manager needs to balance different interests and use negotiation skills to find suitable solutions.
In my opinion, successful stakeholder engagement requires more than simply sharing information. It involves building trust, understanding stakeholder concerns, and creating opportunities for participation. For Morrisons, using stakeholder theories and engagement frameworks can support better decision-making and increase the chances of successful ConnectPlus implementation.




5.2 Ethical Considerations
Ethical considerations are particularly important for ConnectPlus because the platform will use customer data and AI-driven personalised recommendations. Although using customer data can improve the shopping experience, Morrisons should make sure that customers understand how their information is collected, stored and used. Transparency and appropriate consent are therefore important for maintaining customer trust. The use of AI can also create concerns about fairness and possible bias if recommendations do not treat different customer groups appropriately. The Project Manager should therefore work with the Digital and IT Team, Marketing Department and relevant regulatory stakeholders to make sure that data and AI are used responsibly.
Another ethical consideration is digital inclusion. Some customers may have limited digital skills, access to suitable devices, or less confidence when using a digital loyalty platform. If ConnectPlus becomes too dependent on digital interaction, some customers may feel excluded from its benefits. Morrisons should therefore consider suitable support and communication for customers with different levels of digital confidence. This shows that stakeholder engagement should not focus only on business performance, but should also consider the wider impact of the project on customers and other stakeholders.

5.3 Impact of Sustainable Stakeholder Engagement on Organisational Performance
Sustainable stakeholder engagement can have a significant impact on Morrisons’ organisational performance because it helps create stronger relationships between the company and its stakeholders. Instead of seeing engagement as a temporary activity during the ConnectPlus project, Morrisons should consider it a continuous process that supports long-term business success.

	Performance Area
	Impact of Stakeholder Engagement

	Project Success
	Improves communication, cooperation, and successful delivery of ConnectPlus.

	Customer Satisfaction
	Helps Morrisons understand customer needs and improve personalised services.

	Employee Engagement
	Increases employee confidence and reduces resistance to digital change.

	Risk Management
	Helps identify problems earlier through stakeholder feedback.

	Innovation
	Encourages new ideas from customers, employees, and technology partners.

	Organisational Reputation
	Builds trust through transparency and responsible practices.

	Financial Performance
	Improves customer retention and creates opportunities for increased revenue.

	Sustainability
	Supports ethical decision-making and long-term organisational growth.




However, sustainable stakeholder engagement also requires time, resources and management attention. Training employees, consulting customers, responding to feedback and maintaining communication with external stakeholders can create additional costs for Morrisons. Therefore, stakeholder engagement should be prioritised based on stakeholder power, risk, influence and potential value, rather than using the same level of engagement for every group. This can help Morrisons balance the short-term costs of engagement with longer-term benefits, such as customer loyalty, employee support, risk reduction and an improved reputation.



Table 6: Impact of Sustainable Stakeholder Engagement on Organisational Performance
(Source: Self-made)
One of the main benefits of sustainable stakeholder engagement is improved project performance. When stakeholders understand their responsibilities and communicate effectively, projects are more likely to be completed successfully. For ConnectPlus, cooperation between departments such as IT, Marketing, Customer Service, and store employees will be important to avoid delays and support a smooth implementation.
Customer satisfaction is another important impact. Customers are the main users of ConnectPlus, which means their opinions can directly influence the success of the platform. By collecting customer feedback through surveys, app reviews, and customer service channels, Morrisons can identify areas that need improvement and create a better digital experience.
Employee engagement is also important because employees represent a connection between the organisation and its customers. Store employees will help customers understand and use ConnectPlus, especially during the initial launch period. Providing training and support can reduce resistance to change and increase employee confidence.
Sustainable stakeholder engagement can also improve risk management. Digital projects involve several risks, including cybersecurity issues, technical failures, customer concerns about data privacy, and difficulties with adoption. By maintaining regular communication with stakeholders, Morrisons can identify these risks earlier and develop more suitable solutions.
Another important benefit is innovation. Different stakeholders bring different perspectives and knowledge. Customers understand their own needs, employees understand operational challenges, and technology partners provide technical expertise. By bringing these perspectives together, Morrisons can improve ConnectPlus and develop new features that provide additional value.
Stakeholder engagement can also strengthen Morrisons’ reputation. Customers are more likely to trust organisations that communicate clearly, protect personal information, and respond to their concerns. In the current retail environment, reputation is an important competitive advantage because customers have many choices between different supermarkets and online retailers.
From a financial perspective, successful stakeholder engagement can contribute to improved business performance. A successful ConnectPlus platform may increase customer loyalty, encourage repeat purchases, and provide useful customer data that supports better marketing decisions. Investors are also more likely to support organisations that demonstrate effective management and responsible business practices.
Finally, sustainable stakeholder engagement supports long-term organisational sustainability. By maintaining positive relationships with stakeholders, Morrisons can adapt more easily to changes in technology, customer expectations, and market conditions.

International and Cultural Considerations
Because ConnectPlus is planned for use in different markets, Morrisons should consider that stakeholder expectations and customer behaviour may be different from one country to another. Culture can influence stakeholder engagement, communication, decision-making and cooperation in international projects (Yun et al., 2023). For this reason, Morrisons should not use exactly the same engagement approach in every market. Communication methods, customer testing and feedback should be adapted to local languages, cultural expectations and customer behaviour.
This is especially important for ConnectPlus because the platform will use AI-based recommendations and customer data. Schumacher et al. (2023) found that national culture can influence customers’ willingness to share personal information, as well as how they view privacy concerns and the benefits of sharing data. This means that customers in different countries may have different levels of trust and concerns about their personal information. Morrisons should therefore explain clearly how customer data is collected and used, using information that is suitable for each local market. Engagement activities should also follow local expectations and legal requirements. This can help Morrisons build customer trust, increase the use of ConnectPlus and avoid assuming that all international customers have the same needs.


Overall, sustainable stakeholder engagement creates value for both Morrisons and its stakeholders. In my opinion, the success of ConnectPlus will depend not only on the quality of the technology but also on Morrisons’ ability to build trust, encourage participation, and maintain strong relationships throughout the project lifecycle.




6.0 Recommendations
Based on the stakeholder analysis and evaluation presented in this report, several recommendations can be made to support the successful implementation of the ConnectPlus project at Morrisons. These recommendations focus on improving communication, increasing stakeholder involvement, reducing risks, and creating long-term value for the organisation.












	Category
	Recommendation
	Description

	Employee Development
	Provide continuous training programmes
	Morrisons should provide regular training sessions to help employees understand how ConnectPlus works and how they can support customers during implementation.

	Communication
	Improve stakeholder communication channels
	The Project Manager should maintain regular meetings, progress reports, and opportunities for feedback to make sure stakeholders remain informed throughout the project lifecycle.

	Customer Engagement
	Increase customer participation
	Morrisons should involve customers through beta testing, surveys, and feedback platforms before and after the launch to improve the user experience.

	Data Protection
	Strengthen GDPR compliance and cybersecurity
	Morrisons should invest in cybersecurity systems, regular audits, and employee training to protect customer information and maintain trust. Clear information should also be provided to customers about how their data is collected and used so that privacy protection is supported by transparency and informed participation.

	Change Management
	Reduce resistance to digital transformation
	Employees should receive clear explanations about the benefits of ConnectPlus and how the platform will support their daily activities.

	International Adaptation
	Consider cultural and market differences
	Engagement strategies should be adapted to different customer behaviours, expectations, and regulations in each market. Morrisons should also involve local employees, managers and regulatory stakeholders before entering a new market. Their knowledge can help the Project Manager identify cultural differences, customer expectations and possible regulatory risks that may not be visible from the UK-based project team.

	Continuous Improvement
	Monitor stakeholder satisfaction
	Morrisons should regularly review stakeholder feedback and make improvements based on changing expectations.



	
	
	
	
	
	
	
	

	Table 7: Recommendations for Improving Stakeholder Engagement
(Source: Self-made)

The first recommendation focuses on employee development. Employees are an important stakeholder group because they interact directly with customers and can influence the adoption of ConnectPlus. If employees do not understand the benefits of the platform, they may become resistant to change or provide limited support to customers. Therefore, Morrisons should provide training before and after implementation to increase employee confidence and improve acceptance.
The second recommendation is to improve communication between stakeholders. Effective communication is important because the ConnectPlus project involves different departments and external organisations. The Project Manager should continue using communication methods such as meetings, digital dashboards, reports, and feedback sessions. This can help identify problems earlier and make sure that stakeholders remain aligned with the project objectives.
Customer engagement should also be treated as a priority. Customers are the main users of ConnectPlus, which means their opinions are important for improving the platform. Morrisons should involve customers during the development process through testing activities and feedback surveys. This approach can increase customer trust and help create a platform that better meets customer expectations.
Another important recommendation is to improve data protection and cybersecurity. Since ConnectPlus will collect customer information to provide personalised recommendations, Morrisons must make sure that customer data is managed responsibly. Compliance with GDPR requirements is essential because concerns about data privacy could negatively affect customer trust and the organisation's reputation.
Furthermore, Morrisons should focus on change management. Digital transformation can create uncertainty among employees because new technologies may change existing work processes. The Project Manager should clearly explain the benefits of ConnectPlus and show employees that the technology is designed to support their work rather than replace them.
Stakeholder engagement should also be treated as a continuous process rather than a one-time activity. Stakeholder expectations can change over time, especially in the digital retail environment. Regular monitoring, feedback collection, and improvement activities will allow Morrisons to maintain strong relationships and support the long-term success of ConnectPlus.
In my opinion, the most important recommendation is to maintain continuous communication with stakeholders. Even when a project has advanced technology, it can still fail if people do not understand, accept, or support the changes. Therefore, Morrisons should continue building relationships with stakeholders throughout the entire project lifecycle.




Conclusion
Stakeholder engagement plays an important role in the successful implementation of the ConnectPlus project at Morrisons. Throughout this report, it has been shown that identifying stakeholders, understanding their expectations, and developing suitable engagement strategies are essential for achieving the project objectives.
The report identified the main internal and external stakeholders involved in the project, including Senior Management, employees, customers, technology partners, suppliers, investors, and regulatory bodies. Each stakeholder group has different levels of influence, interest, responsibilities, benefits, and challenges. Understanding these differences allows the Project Manager to develop more suitable engagement approaches.
The use of stakeholder management tools, including the Power–Interest Matrix, Stakeholder Assessment, Communication Plan, Level of Engagement Framework, and RACI Matrix, showed how Morrisons can manage stakeholder relationships throughout the project lifecycle. These tools can support better decision-making, improve accountability, and help reduce possible risks.
The report also discussed the importance of stakeholder engagement theories, particularly Freeman's Stakeholder Theory (1984) and the 4Cs Model of Stakeholder Engagement. These theories show that successful organisations should create value for different stakeholder groups rather than focusing only on financial results. For ConnectPlus, this means balancing the expectations of customers, employees, investors, technology partners, and regulatory organisations.
Sustainable stakeholder engagement can provide several benefits for Morrisons, including improved customer satisfaction, stronger employee commitment, better risk management, increased innovation, and a stronger organisational reputation. However, challenges such as resistance to change, cybersecurity concerns, and different stakeholder expectations need to be managed carefully.
From my perspective as a Project Manager, the success of ConnectPlus will depend not only on the quality of the technology but also on Morrisons' ability to build trust and cooperation between stakeholders. A digital platform can provide valuable benefits, but these benefits can only be achieved when stakeholders understand the project and actively participate in its implementation.
Overall, effective stakeholder engagement should be considered a strategic priority for Morrisons. By maintaining good communication, encouraging collaboration, protecting customer data, and continuously improving stakeholder relationships, Morrisons can increase the chances of a successful ConnectPlus launch and support long-term business growth.
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