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Executive Summary
This document examines stakeholder engagement approaches aimed at the development and effective implementation of Connect Plus—an AI-driven customer loyalty and engagement platform proposed for Asos, a prominent UK online fashion retailer. The platform is designed to optimize the consumer experience through personalized product suggestions, mobile rewards, and data-driven analytics, while also strengthening customer loyalty, enhancing decision-making, and sustaining Asos competitiveness in global e-commerce markets.
The document applies stakeholder theory and strategic project management concepts to identify and analyse the internal and external stakeholder groups essential to the project's success. Key internal stakeholders include senior management, the project management team, IT specialists, product development teams, as well as marketing, finance, human resources, legal, and compliance departments, customer service teams, and employees. External stakeholders include customers, technology partners, suppliers, logistics service providers, investors, regulatory bodies, and local communities. The analysis of stakeholder influence, interest, power, and urgency is conducted using established frameworks, such as Mendelow’s Power-Interest Matrix and the Stakeholder Salience Model.
The document also analyses the roles, functions, advantages, and potential obstacles

 associated with stakeholder inclusion throughout the project lifecycle. It critically evaluates engagement methods—including communication strategies, consultation processes, the RACI matrix, the 4Cs model (Communication, Consultation, Collaboration, and Commitment), and conflict management tactics—aiming to build trust, foster collaboration, and reduce resistance to organizational change across various global markets.
Furthermore, the report analyses how sustainable stakeholder engagement contributes to improved organizational performance by strengthening customer loyalty, increasing employee 
engagement, fostering innovation, enhancing regulatory compliance, and reinforcing ASOS's commitments to environmental, social, and governance (ESG) practices. It also critically discusses ethical issues related to artificial intelligence, customer privacy, data protection, transparency, and cultural diversity.
The report establishes that effective stakeholder engagement is a strategic success factor for the Connect Plus project. By implementing well-defined engagement strategies, ensuring clear communication, and incorporating stakeholder feedback throughout the project lifecycle, Asos successfully launches Connect Plus while creating lasting value for customers, employees, investors, and other key stakeholders. In doing so, the company gains a sustainable competitive advantage in the global retail and e-commerce market.



Introduction 
Founded in 2000 and headquartered in London, ASOS plc is one of the UK's leading online fashion and cosmetics retailers. Initially launched as (As Seen on Screen), the company has evolved into an international e-commerce business offering over 850 fashion and beauty brands, alongside its own private-label collections. ASOS targets its products primarily at fashion-conscious young adults aged 20 to 40. The company offers a vast range of clothing, footwear, accessories, sportswear, and beauty products, providing a digital-first shopping experience. The company operates exclusively online, enabling it to reach customers in over 200 countries and regions and consolidate a robust presence in strategic international markets such as the United Kingdom, Europe, North America, and Australia. (ASOS, 2024).
ASOS employs an exclusively business-to-consumer (B2C) e-commerce model, enabling customers to browse, purchase, and receive products via its website and mobile app. This digital business model allows the company to leverage advanced technologies—such as artificial intelligence (AI), big data analytics, cloud computing, and mobile commerce—to enhance operational efficiency and personalize the consumer experience. ASOS has solidified its competitive advantage by delivering personalized product recommendations, flexible payment options, efficient logistics, and unified, seamless customer engagement across all channels, driven by continuous investment in digital innovation. (Laudon and Traver, 2024).
As consumer expectations constantly evolve, digital loyalty and personalized engagement have become fundamental factors for customer satisfaction and sustainable business growth. To meet the needs of a changing market, ASOS plans to launch Connect Plus, an AI-powered customer loyalty and engagement platform that combines personalized product recommendations, mobile-based rewards, and data-driven customer insights. The platform is designed to improve customer retention, drive frequent purchases, and support data-driven strategic decision-making, while strengthening the brand's distinctiveness in highly competitive global markets.
By bolstering its customer-centric approach, fortifying ties with stakeholders, and promoting sustainable business growth through innovation, data-driven marketing, and improved customer engagement, the Connect Plus initiative closely aligns with ASOS's digital transformation strategy. Therefore, successful stakeholder identification, engagement, and collaboration throughout the project lifecycle will be necessary for Connect Plus to be implemented successfully.




SMART Objectives 
	SMART Objective
	
       Measure / KPI
	Target & Timeframe

	Increase customer retention
	Customer retention rate
	+15% within 12 months of launch

	Increase active Connect Plus membership
	Number of active loyalty members
	+30% within the first year

	Improve customer satisfaction
	Customer Satisfaction (CSAT) score
	90% CSAT within 12 months

	Increase repeat purchase rates
	repeat purchase rate
	+20% within one year

	Improve AI recommendation accuracy
	Recommendation accuracy rate
	85% within 6 months of implementation



These SMART (Specific, Measurable, Achievable, Relevant, and Time-bound) goals complement ASOS's digital transformation plan and the Connect Plus platform's successful deployment.




Identification and Categorization of Key Internal Stakeholders
The efficient identification and management of internal stakeholders, whose knowledge, power, and cooperation directly affect project outcomes, is essential to ASOS's successful implementation of the Connect Plus platform. Stakeholders are people or organizations that have the potential to influence or be impacted by the accomplishment of organizational goals, according to Freeman (1984). Project managers can more effectively allocate resources, enhance communication, lessen resistance to change, and raise the probability of project success by identifying stakeholders. (PMI, 2021).
This report uses the Stakeholder Salience Model (Mitchell, Agle, and Wood, 1997) and Mendelow's Power-Interest Matrix to classify stakeholders. Project managers can choose the best engagement tactics by using Mendelow's framework, which categorises stakeholders based on their degree of influence and interest. This is complemented by the Salience Model, which enables the project team to prioritise stakeholder needs throughout the project lifecycle by taking into account the power, legitimacy, and urgency of stakeholders.
Internal Stakeholders 
Directors' Board
In addition to approving investment choices and ensuring that the Connect Plus project is in line with ASOS's long-term corporate goals, the Board of Directors offers strategic leadership. They are important decision-makers who need constant involvement throughout the project because of their high degree of authority and accountability, which gives them both high power and high interest.
CEO, or chief executive officer
For the project, the CEO offers organizational leadership and executive sponsorship. In addition to allocating organizational resources and resolving high-level issues that could impact project delivery, the CEO makes sure Connect Plus supports ASOS's digital transformation strategy. The CEO has a big say about whether a project will succeed because they are the executive champions.
Manager of Projects
All project activities must be planned, coordinated, monitored, and controlled by the project manager. Stakeholder communication, budget management, scheduling, risk management, quality assurance, and making sure project goals are met within scope, time, and cost constraints are among the responsibilities. The main liaison between operational teams and senior management is the project manager.


Team for Product Development
The Connect Plus platform is designed and developed by the Product Development Team, which makes sure that user needs are translated into cutting-edge features. Delivering a user-friendly and commercially viable digital product that improves customer engagement is the team's responsibility, and they collaborate closely with designers, developers, and business analysts.
Department of Information Technology (IT)
The technology infrastructure needed for Connect Plus is supplied by the IT Department. System integration, cloud infrastructure, software deployment, upkeep, technical support, and guaranteeing platform dependability are among the duties. Their knowledge is crucial to accomplishing a smooth integration with the current ASOS systems.
Engineers in AI
Artificial intelligence engineers create and refine machine learning algorithms that underpin customer behavior analysis and tailored product recommendations. Their efforts give ASOS a competitive edge by enabling Connect Plus to provide customized shopping experiences, enhance recommendation accuracy, and facilitate data-driven decision-making.
Analysts of Data
Data analysts gather, analyse, and assess consumer information produced by the platform. They offer useful business intelligence that helps with demand forecasting, customer segmentation, marketing strategies, and performance tracking. Based on customer insights, their analysis aids management in making well-informed strategic decisions.
Team for Marketing
The marketing team creates advertising campaigns to persuade consumers to use Connect Plus. They create digital marketing plans, oversee social media interaction, explain the advantages of loyalty programs, and keep an eye on client comments. Their actions are essential to reaching goals for client acquisition and retention.
Department of Finance
Project budgeting, financial planning, investment appraisal, and cost monitoring are all under the purview of the finance department. While making sure that project expenditures stay within authorised budgets, financial managers assess Connect Plus's return on investment (ROI). Throughout implementation, their supervision promotes financial sustainability.
Department of Human Resources (HR)
By hiring specialised talent, organising employee training programs, overseeing workforce development, and promoting employee engagement, the HR Department facilitates organisational change. In order to reduce resistance and guarantee that employees have the requisite digital skills, HR also supports change management initiatives.
Department of Customer Service
Before, during, and after the platform launch, customer service representatives engage directly with consumers. They answer questions, fix technical problems, get input from clients, and pinpoint areas that need ongoing development. Their intimate connections with clients offer insightful information about customer satisfaction and service excellence.
Team for Sales
The Sales Team contributes by analysing purchasing patterns, spotting revenue opportunities, and assisting with Connect Plus-related promotional campaigns, even though ASOS is primarily an online retailer. Their understanding of customers maximises repeat business and enhances loyalty tactics.
Department of Law and Compliance
The UK General Data Protection Regulation (UK GDPR), consumer protection laws, intellectual property rights, and international e-commerce regulations are just a few of the laws that the Legal Department makes sure Connect Plus abides by. Additionally, legal experts create privacy policies and examine contracts with outside technology suppliers.
Team Cybersecurity
Connect Plus is shielded from online dangers, data breaches, and illegal access by the Cybersecurity Team. Implementing encryption technologies, performing vulnerability assessments, keeping an eye on network security, and guaranteeing adherence to accepted cybersecurity standards are among the duties. Because Connect Plus handles large amounts of consumer data, cybersecurity is essential to preserving consumer confidence and safeguarding ASOS's brand.












Stakeholder Categorization Using Mendelow's Power–Interest Matrix
Stakeholders can be ranked in order of influence over the project and degree of interest in its results using Mendelow's Power-Interest Matrix. Due to their high power and interest, the CEO, Project Manager, and Board of Directors should be closely monitored through frequent progress reports, strategic meetings, and active participation in decision-making. Periodic updates and compliance reviews should be used to maintain the satisfaction of stakeholders with high power but less daily interest, such as the Finance Department and Legal Department. Through cooperative meetings, project dashboards, and ongoing communication, stakeholders with high interest but less organisational power—such as the marketing team, HR department, customer service department, AI engineers, data analysts, and product development team—should be kept informed. To make sure they stay in line with project goals, stakeholders with less influence and interest just need to be routinely observed
By using established stakeholder management frameworks, ASOS can more efficiently distribute engagement efforts, improve collaboration, reduce project risks, and enhance the Connect Plus platform's successful implementation throughout its global operations.











Identification and Categorisation of Key External Stakeholders
A wide range of external stakeholders must actively participate and support the Connect Plus platform's successful implementation in addition to internal stakeholders. Although they don't work for ASOS, these stakeholders have a big impact on the project's outcome thanks to their connections, resources, knowledge, and regulatory power. Organisations generate long-term value by balancing the interests of internal and external stakeholders, according to Freeman (1984). For Connect Plus to be successfully delivered across international markets, it is crucial to comprehend their expectations and manage their involvement.
The Connect Plus project has been found to be significantly impacted by the following external stakeholders.
Customers 
Customers are the most significant external stakeholder group and the main beneficiaries of the Connect Plus platform. The success of the project is directly impacted by their participation in the loyalty program. Consumers anticipate safe online transactions, personalised product recommendations, special rewards, and a flawless shopping experience. Their input is crucial for assessing client satisfaction, enhancing platform functionality, and boosting enduring loyalty. Customers have high interest and moderate power as Connect Plus end users since their purchases have a direct impact on ASOS's earnings and market performance.
Providers
The inventory and fashion items that support ASOS's online retail operations are supplied by suppliers. For Connect Plus's personalised recommendations to be effectively fulfilled, they must be able to deliver goods on a regular basis and uphold high standards of quality. Additionally, suppliers help with demand forecasting, inventory planning, and sustainable sourcing projects. Keeping up cooperative ties with suppliers lowers supply chain risks and raises customer satisfaction.

Vendors of Technology
The specialised software, AI solutions, analytics platforms, and system integration services needed to create and manage Connect Plus are provided by technology vendors. These organisations offer continuous system support, technical know-how, and innovation. ASOS can implement cutting-edge digital capabilities while maintaining the platform's scalability, dependability, and competitiveness thanks to close collaboration with technology vendors.
Cloud Service Providers
The infrastructure needed to host the Connect Plus platform and safely store client data is provided by cloud service providers. System availability, data storage, disaster recovery, and business continuity are all supported by their services. Reliable cloud infrastructure is crucial for preserving platform performance and guaranteeing continuous customer access across international markets because Connect Plus mainly depends on real-time customer analytics and AI-powered recommendations.
Shareholders and Investors
The funding needed to support ASOS's strategic initiatives, such as the Connect Plus project, comes from investors. They anticipate quantifiable returns from the platform in the form of better profitability, higher sales revenue, and increased customer retention. Investors keep a careful eye on long-term company growth, financial risks, and project performance. Throughout the implementation process, investor confidence is maintained through consistent communication and open reporting.
Government
Governmental organisations have an impact on the Connect Plus project through employment laws, tax laws, digital commerce regulations, and legislation. Additionally, national governments create legal frameworks that regulate international trade, cybersecurity, competition, and consumer protection. ASOS can operate lawfully and safeguard its corporate reputation in various international markets by adhering to government regulations.
GDPR Regulatory Authorities
In order to guarantee that consumer data is gathered, processed, and stored legally, regulatory bodies—such as those in charge of upholding the UK General Data Protection Regulation (UK GDPR) and the GDPR of the European Union—are essential. Compliance with data protection laws is crucial because Connect Plus heavily depends on consumer data to provide tailored recommendations. Significant financial penalties, harm to one's reputation, and a decline in consumer confidence could arise from noncompliance. As a result, regulators are highly legitimate and powerful in the stakeholder environment.
Media
Public opinion of ASOS and the Connect Plus platform is greatly influenced by traditional and digital media outlets. While bad press about cybersecurity incidents, data privacy issues, or technical malfunctions may harm the organization's reputation, positive media coverage can increase brand awareness, customer confidence, and investor trust. Effective reputation management throughout the project lifecycle is facilitated by keeping open lines of communication with media stakeholders.
Influencers on Social Media
Influencers on social media are becoming more and more significant players in the fashion and retail sectors. Their digital content, reviews, and endorsements can boost ASOS's brand image among younger consumer segments and promote Connect Plus adoption. By promoting special loyalty rewards and customised shopping experiences on social media platforms, influencers also support digital marketing campaigns and offer insightful consumer information.

Providers of Payment
Payment processors help ASOS and its clients conduct safe financial transactions. Their services guarantee that transactions made via Connect Plus are handled effectively, safely, and in accordance with financial laws. Reliable payment systems increase user satisfaction, lower transaction failure rates, and boost customer confidence. Therefore, the platform's commercial success depends on integration with reliable payment providers.
Logistics Companies
Product storage, order fulfilment, and international delivery services are all handled by logistics partners. Customer satisfaction is directly impacted by their operational performance, which guarantees the timely and accurate delivery of products suggested by Connect Plus. Effective cooperation with logistics companies boosts customer loyalty in international markets, enhances delivery efficiency, and supports supply chain resilience.
Classification of Stakeholders Using Mendelow's Power-Interest Matrix
ASOS is able to rank external stakeholders based on their influence and interest in the Connect Plus project by using Mendelow's Power-Interest Matrix. Due to their high levels of influence and interest, customers, investors, regulatory bodies (GDPR), and technology vendors should be closely monitored through ongoing communication, consultation, and performance reporting. Regular compliance updates, contractual reviews, and operational meetings should be used to maintain the satisfaction of government agencies, cloud providers, payment providers, and logistics partners, who have comparatively high power but less daily involvement. Marketing campaigns, stakeholder briefings, and cooperative partnerships should be used to keep suppliers, media organisations, and social media influencers informed because they show a high level of interest but relatively little decision-making power. In order to maintain alignment with organisational goals, stakeholders with lower levels of power and interest must be periodically monitored.
ASOS can enhance cooperation, lower implementation risks, boost stakeholder satisfaction, and raise the possibility of successfully implementing the Connect Plus platform throughout its global markets by methodically identifying and ranking external stakeholders using established stakeholder management frameworks.





Stakeholder Mapping Diagram
The Connect Plus project's internal and external stakeholders are visually represented by a stakeholder map. The project manager can assign tasks, find communication channels, and organise cooperation between departments and global markets by mapping relationships.

Mapping Diagram
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Roles, Responsibilities, Benefits and Challenges of Key Stakeholders
	Stakeholder              
	Responsibilities
	Benefits
	Challenges

	Customers
	Use Connect Plus
	Better experience
	Privacy concerns

	Marketing
	Campaigns
	Higher engagement
	Cultural adaptation

	IT
	Platform development
	Innovation
	Cybersecurity



The cooperation of internal and external stakeholders is essential to the Connect Plus platform's successful implementation. The project manager is in charge of planning, coordination, and stakeholder communication, while the CEO and the Board of Directors provide strategic leadership and approve the project investment. The platform is developed and maintained by technical teams, which include the IT Department, Product Development Team, AI Engineers, and Data Analysts. Customer engagement, financial control, compliance, and operational efficiency are guaranteed by support departments like marketing, finance, human resources, legal, and customer service. Customers, suppliers, technology companies, investors, and regulatory agencies are examples of external stakeholders who support Connect Plus's successful implementation and long-term viability by providing resources, knowledge, and oversight.













Sustainable Stakeholder Engagement
Building enduring, mutually beneficial relationships with stakeholders while promoting organisational performance, moral business conduct, and sustainable development is the goal of sustainable stakeholder engagement, a strategic approach. Effective stakeholder engagement is crucial to ASOS's Connect Plus platform implementation because it fosters cooperation, trust, creativity, and ongoing project improvement. Freeman (1984) asserts that rather than concentrating only on the interests of shareholders, organisations can achieve long-term success by generating value for all stakeholders.
ASOS can increase customer satisfaction and loyalty by engaging stakeholders in a sustainable manner. The company can better understand customer preferences and make ongoing improvements to the Connect Plus platform by actively involving customers through surveys, feedback platforms, and personalised communication. This customer-focused strategy improves brand loyalty, builds relationships, and boosts repeat business, all of which eventually lead to increased revenue and long-term company growth. (Kotler and Keller, 2022).
Employee dedication and organisational performance are also enhanced by sustainable stakeholder engagement. Workers are more likely to support organisational change and embrace new digital technologies if they are regularly consulted, trained, and involved in decision-making. Opportunities for ongoing education in cybersecurity, artificial intelligence, and data analytics help staff members acquire the skills needed to run Connect Plus efficiently while lowering resistance to change. Higher productivity, innovation, and service quality are all correlated with increased employee engagement.
Effective cooperation with external stakeholders, including suppliers, cloud providers, technology vendors, and logistics partners, improves operational efficiency and innovation. These collaborations facilitate timely product delivery, safe payment methods, effective supply chain management, and dependable digital infrastructure. By upholding open and cooperative relationships with these stakeholders, ASOS can better adapt to shifting consumer needs and market conditions while lowering operational risks and enhancing business resilience.
Additionally, sustainable stakeholder engagement improves regulatory compliance and corporate governance. Customer data is collected, processed, and stored responsibly thanks to close cooperation with government organisations and GDPR regulators. ASOS can reduce legal risks, safeguard customer data, and uphold public confidence by integrating privacy-by-design principles, ethical AI governance, and strong cybersecurity measures into Connect Plus.
Additionally, the organization's Environmental, Social, and Governance (ESG) performance is improved by responsible stakeholder management, which is crucial for investors and socially conscious customers.
However, there are a number of difficulties in sustaining stakeholder engagement. ASOS must handle cultural differences, shifting consumer expectations, legal requirements, and technological advancements in order to operate in international markets. Stakeholder priorities that conflict can also make it challenging to strike a balance between business goals and moral obligations. Thus, maintaining solid relationships and guaranteeing long-term project success require effective communication, ongoing consultation, and frequent stakeholder feedback.
All things considered, ASOS benefits strategically from sustainable stakeholder engagement. Customer relationships are strengthened, employee engagement is increased, regulatory compliance is improved, innovation is stimulated, and long-term organisational resilience is supported. ASOS can enhance business performance, lower operational risks, and gain a long-term competitive edge in the international retail and e-commerce sector by integrating stakeholder engagement into every phase of the Connect Plus project.























Recommendation 
[bookmark: _Int_L5J0PTRX]The following suggestions are put forth in order to enhance stakeholder engagement and optimise the Connect Plus platform's success.
[bookmark: _Int_3PIygj87]Create transparent AI governance: In order to keep customers' trust, ASOS should set clear guidelines for the moral application of AI and make sure that AI-driven recommendations are open, objective, and responsible.
Boost GDPR adherence with privacy-by-design: Every phase of the platform's development should incorporate data protection measures. To reduce legal and cybersecurity risks, this entails getting informed customer consent, encrypting personal data, and performing frequent compliance audits.
Localise stakeholder engagement tactics: To increase customer satisfaction and platform adoption, ASOS should modify its marketing campaigns, communication, and customer engagement initiatives to consider the cultural, legal, and consumer preferences of various international markets.
Boost change management and employee training: To increase technical proficiency and lessen resistance to organisational change, employees should have access to ongoing training programs, especially in the areas of artificial intelligence, data analytics, cybersecurity, and digital transformation.
Create ongoing channels for stakeholder feedback: ASOS should routinely use focus groups, surveys, and online feedback platforms to get input from consumers, workers, suppliers, and technology partners. This will improve stakeholder relationships and allow the Connect Plus platform to be improved continuously.
Use Key Performance Indicators (KPIs) to track stakeholder engagement: KPIs like customer retention, customer satisfaction (CSAT), Net Promoter Score (NPS), employee engagement, project milestone completion, and stakeholder response rates should be used by the organization to gauge stakeholder satisfaction. Continuous performance monitoring will guarantee Connect Plus's long-term success and assist in making well-informed decisions.








Conclusion
Effective stakeholder identification, engagement, and collaboration throughout the project lifecycle are critical to ASOS's successful implementation of the Connect Plus platform. ASOS can prioritise stakeholder needs and improve communication between internal and external groups by utilising established stakeholder management frameworks, such as Freeman's Stakeholder Theory, Mendelow's Power–Interest Matrix, and the Stakeholder Salience Model. While lowering project risks, sustainable stakeholder engagement increases customer satisfaction, regulatory compliance, innovation, and organisational performance. In the end, an effective stakeholder engagement strategy will boost customer loyalty, facilitate the successful launch of Connect Plus, and give ASOS a long-term competitive edge in the global retail and e-commerce sector.
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