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[bookmark: _Toc70911177]Introduction:
In this paper, we will explain the concept of community engagement, referring to different segments of community. We will identify stakeholders, analyses the interests of different stakeholders and their impact on business, shed light on how the organization has engaged various communities and their effect on people, what numerous strategies company has opted for increasing the community involvement and resolving the challenges they have faced.   
For this purpose, we have chosen one of largest and famous software company, a multinational American firm, Microsoft corporation, It was founded by two friends, Bill Gates, and Paul Allen in 1975. It is included in the list of Big Five companies along with Apple, Amazon, Google, and Facebook. Its current CEO is Satya Nadella. In 2016, it is ranked as number 1 revenue making Software Company in the IT industry in the world. Microsoft deals in software development, manufacturing and selling of consumer electronics, computer hardware along with providing social and internet networking services and cloud computing. 
Microsoft most popular products include Windows, Microsoft Office Suite, Skype, Microsoft Mobile, Visual Studio and Dynamics. Its flagship hardware products include the Xbox video game and the Microsoft Surface inline of touchscreen personal computers. Microsoft software services include Azzure, Bing, LinkedIn, Yammer, Outlook365, One Drive, MSDN, Microsoft Store, Microsoft Update. 
[bookmark: _Toc70911178] Literature Review:
The term skateholder refers to any person or a group having any interest in the business or an organisation. They can have an impact on the business, power to influence or can get affected by the adapted business strategies. Refering to a broader definition, individuals or groups who have power to respond, negogiate and change the strategic business decisions. 
(Eden and Ackermann 1998:117)
According to Edward Freeman, 1984:46, a stakeholder means, 'any person or group who can affect or can get affected by the achievement of the organization's objectives'. Stakeholders mainly are of two types: external and internal. 
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Figure 1 Stake Holder (https://www.activecampaign.com/blog/types-of-stakeholders)
Like any other business organizations, Microsoft also considers ‘customers’ as their foremost priority. These stakeholders are given a huge importance. Microsoft aims to fulfill their customer needs and demands by providing them high quality products/services with reasonable prices. Customer retention brings sales revenue to the company. They can also give feedback if they face any the problem while experiencing the company’s products or services. Microsoft also offers discounts to students on products and services.  (Microsoft Education).These discounts are also executed as a part of their marketing mix.
Employees are one of those significant factors which can directly affect success of any business. Same with Microsoft, employees being one of the stakeholders, demands their interests to be fulfilled which consists of competitive salaries, good working environment, fair employment practices and employee protection laws. Microsoft CSR strategy aims to protect the rights of their workers by offering them competitive salaries and providing them excellent working conditions. To compete with technology firms like Apple, Microsoft provides a higher salary package for competent workers. (Apple’s CSR & Stakeholders, ANDREW THOMPSON, 2017) Furthermore, the company also offers training and development programs to further enhance the skills of their employees such as Microsoft Teams and Microsoft Allyship. 
Communities are also considered as the major stakeholder in any business. They are interested in the provision of company’s support for making better environment, providing livelihood to people, and contributing towards overall well-being of people and their surroundings. To fulfill the interest of this stakeholder group, Microsoft Philanthropies provides donations and assistance, along with that special discounts are offered to students, veterans, and military personnel. They further contribute by giving donations and grants for those nonprofit organizations which tend to offer development programs like youth support and education. Moreover, Microsoft is also greatly concern with their business impact on environment and aims to reduce the effect by giving importance to environmental sustainability. Using smart packaging and renewable energy, the company is maintaining its carbon neutral status globally since 2012 and further plans to become carbon negative by 2030. (Microsoft Sustainability)
Investors are considered as a vital stakeholder. They bring capital to the company which is essential for sustainability and growth of any business. Investor’s major concerns are company making substantial profits, better decision making strategy enabling growth and transparency in the financial reports. Microsoft fulfills the social corporate responsibility by meeting the desired interests of the investors such as disclosing the business practices and involving them in decision making.  (Microsoft Corporation, Form 10-K)
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Figure 2 Net Income of Microsoft from 2002-20 in Billions USD.


Government as a ‘stakeholder’ cannot be ignored at all as they can limit the business practices. The government agencies keep an eye that the company business practices follow all the legal laws and regulations.  Thus, Microsoft does pay attention to this major stakeholder as they take strict measures of complying with labor laws. Moreover, they also have stern laws related to security of their customers, safety of their products and environmental impact of their products or services. (NATHANIEL SMITHSON, 2017)
1. [bookmark: _Toc70911179][bookmark: _Hlk70814292]What is community engagement?
Community refers to a group of people living in a same location having a sense of identity along with social connections in the same area. (Sylvia Dale, 1990) 
There is no specific definition of community engagement (Stuart, 2011, Butteriss, 2014; Hind, 2010) but the term can be used with other concepts, such as consultation, participation, collaboration, and empowerment, which are all linked to community engagement, although not covering all the aspects.  
Community engagement refers to “the process of working together with people having similar issues, special interest or geographic proximity to highlight issues and work towards finding solutions for the betterment.”  USDHHS (2011)
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Figure 3 Community Engagement (https://www.researchgate.net/figure/Types-of-community-engagement_fig3_44623161)
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Figure 4  Effective Steps of Community Engagement (https://www.slideteam.net/5-steps-of-effective-community-engagement.html)
[bookmark: _Hlk70814509]Microsoft aims to contribute towards the community through various ways. The corporation believes community engagement as their core mission. They have built local partnership for the social, economic, and environmental benefits, with the communities where their data centers are located under the Datacenter Community Development initiative which aims for empowering people and organizations. (AZZURE).
Along with that, the company has various educational, training and internship plans for young people such as DigiGirlz Technology Program . 
Last year, Microsoft Corporation has given $ 1.4 billion as donation to nonprofit organizations globally to access the essential technology and skill. The company’s employees donated $156 million, employees volunteered 700,000 total hours along with supporting 19,500 nonprofits and schools and 75% of employee participation was on record. (Microsoft News)
Microsoft’s MVP stands for ‘Most Valuable Professional (MVP) Program’.  The members of technical communities who participated and helped others enabled them to become recognized. From the 1990s, MVP Program has given a special recognition and acknowledgement to those members who have done a remarkable job. Under this program, the community members from all over the world provide their expertise, both online and offline that contributes towards the community to learn and grow, using the Microsoft products. 
Over than 100 million users participating in technology communities, almost 4000 are considered as Microsoft MVP’s which are covering 89 technologies. MVPs are reliable experts of technology from all over the world. Their active participation makes others to learn, grow and enhance their skills. Moreover, 2500 MVPs took part in 229 events, sharing their expert knowledge and skills, connecting online to more than 900,000 people, using ways like podcast, face to face interactions through user groups or other online networks. 
As per (Hippel’s, 1986), some users who are considered as lead users, their current strong needs become the usual requirement in the market within months or coming years. Those users are considered as influential consumers. 
Social Media platforms have quite recently become one of the most popular and effective medium for businesses to advertise their products and services. Not only it is being used and helpful for small businesses but huge companies like Microsoft have also opted different social media platforms for creating awareness among people, promoting their products as well as considering feedback on their products. Their numerous social media profiles can be seen on various networks. Profiles are sometimes based on any special product or different geographic areas. Microsoft’s one month’s social media engagement can be seen in the statistics below:
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Figure 5 Microsoft through Facebook (https://unmetric.com/brands/microsoft#pricing)
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Figure 6 Microsoft through Twitter ((Retweets: 20288, proactive:768, replies:13296)
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Figure 7 Microsoft through Instagram (https://unmetric.com/brands/microsoft#pricing)

Microsoft has an official Facebook page, along with that, it has created other Facebook pages for their sub-brands which comes under their umbrella like Xbox, Internet Explorer, Microsoft Office, Bing, Windows Phone.(Microsoft Facebook) 
Twitter is also one the most popular social media network which is used by Microsoft. Customer engagement is done by giving information regarding the current and products and services, problem solving and replying to customer queries. (Twitter)
The company also uses Yammer and Pinterest clone Socl.
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Figure 8 https://unmetric.com/brands/microsoft#pricing
Microsoft Social Command Center is referred as a pillar of their social strategy. Through this monitoring is done along with sending feedback to different parts of the organization such as artificial intelligence and customer care (Sprinklr, 2017). They keep an eye on all the social media interactions which enables them to engage with their customers, identifying further business opportunities and customer demands. Sprinklr, social media engagement platform, along with Microsoft tools and team members manages Microsoft’s each product presence across over 160 channels. Customer social engagement is tracked and identified by the keyword searches and enables the team members to efficiently respond to the queries and resolve the issues of the customers.
“Microsoft Teams”, a social media program, also permits to adapt more integrated and collaborated approach keeping the entire company connected by the application of social media with customer engagement, employee involvement, and product development and design. In this program, there is a file share tab, through that any team member can get access, resulting in higher employee involvement and better accessibility for communication. (Microsoft Teams). Through this, they want their employees to adopt a new culture. 
Furthermore, talking about research and development (R&D), Microsoft is highly focused on their innovation with an aim of continuous evolvement and leading the technology industry, as per their CEO Satya Nadella. R&D is not easily possible without the entire organization’s collaborated effort. It is the goal of Microsoft to improve the overall employee engagement and output by through better communication and improved collaboration. (Sebastiano, C. 2015).
Yearly R&D investment takes about 13 -14% of the total revenue. Last fiscal year, this amounted to $12 billion. (Microsoft Innovations, 2016)
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Figure 9 Spending of Microsoft on R&D from 2002-20 in Million USD (Microsoft Innovations, 2016)
The organization offers civic technology for real time community engagement under Microsoft Industry for Government. They have various tech tools which are for the betterment for citizens enabling governments to increase their efficiency through transparency and incident management such as AvePoint Citizen Services, Bismart Government Bot, Adoxio Regulate 365,Moovit MaaS, Jeeo for Local Government and Gov2GO. City of Lafayette  government is one of such example using Microsoft Tech tools, they chose the Velocity 365 solution from KPMG Adoxio, which is built on Microsoft Dynamics 365 and Microsoft Azure through which they are providing quality service to their citizens and improving their quality of life (Kayla Miles, 2019).
Microsoft actively responds to the changing global scenarios. During COVID- 19, they announced the Pandemic School and Childcare Closure Leave (PSCCL) policy, which gives the opportunity to every caregiver to take two weeks off. Workforce in 61 countries utilized the PSCCL benefit, and 65.0% of them did on a reduced or intermittent basis.
Multiculturalism 
Microsoft focuses on infusing diversity in the organization. They believe in empowering as many as people as they can to achieve greater output and community involvement so that have hired people with diverse backgrounds. (Lindsay-Rae,2020).Below is the data representing women and racial and ethnic minorities on the senior management levels.   

[image: C:\Users\marya\OneDrive\Desktop\DATA.JPG]
Figure 10 Diversity of Microsoft (Lindsay-Rae, 2020)




Women Representation on LinkedIn 
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Figure 11 Women Representation on LinkedIn
GitHub’s progress over past three years 
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Figure 12 GitHub's progress of last three years (Sebastiano, C. 2015).
According to a survey in which 46% people responded, Microsoft’s United States workforce includes people with disabilities i.e., 13.2% in which 6.1% consists of US workforce in Microsoft core business. Considering a worldwide equal pay issues, the company believes in the ‘giving equal pay for equal work’, like women in the US are paid $1.001 for every $1.000 earned by their counterparts in the US who are men. Moreover, the ethnic and racial minorities are given slightly higher pay as compared to their white counterparts. (Lindsay-Rae,2020)  
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Figure 13 Statistical data across all levels and roles of Microsoft Organization
[image: ]


[bookmark: _Toc70911180]Conclusion:
Microsoft has a huge contribution in community by providing state of the art technological products and services. It considers various community aspects and facilities as much as possible ranging from governments, citizens, students, employees, professionals, disabled people, women, people from different cultural and social backgrounds, keeping environmental checks as well. Competitive advantage can be achieved by Microsoft through constant research and development in the technology, producing better versions of their current products and services, along with bringing innovation as it’s their key goal and offering technological advanced tools at affordable prices which would enable people to enhance their quality of life. 
Furthermore, through continuous improvement and engagement in every aspect such as reducing carbon emissions, employing more women, disable people, hiring people with diverse backgrounds and experiences will upgrade the image as community will consider Microsoft more active and efficient in fulfilling their social corporate responsibility which will play a vital role in gaining a competitive edge. 
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