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[bookmark: _Toc847519701]Executive Summary
This report evaluates the stakeholder engagement strategy required for the successful implementation of ConnectPlus, a proposed AI-powered customer loyalty and engagement platform for Screwfix across its UK and selected international markets. As part of Kingfisher plc, Screwfix operates in a competitive retail sector where customers increasingly expect personalised digital experiences and seamless omnichannel services. ConnectPlus aims to strengthen customer relationships through artificial intelligence, personalised recommendations, digital rewards and customer analytics.
The report applies Freeman's Stakeholder Theory, Mendelow's Power-Interest Matrix and the Salience Model to identify and evaluate key stakeholders according to their influence and engagement needs. It also examines how structured communication, collaboration and governance support successful project delivery using frameworks including the 4Cs Model, the RACI Matrix and conflict management approaches. Finally, the report highlights how effective stakeholder engagement can improve customer loyalty, employee commitment, innovation and long-term organisational performance while supporting successful project delivery.
[bookmark: _Toc768032992]1.0 Introduction
Digital transformation has changed how retailers interact with customers, manage information and remain competitive. Customers increasingly expect personalised services, convenient digital experiences and consistent interactions across multiple channels. To meet these expectations, retailers are investing in technologies such as artificial intelligence, data analytics and customer relationship management systems.
This report focuses on Screwfix and its proposed ConnectPlus platform, which will provide personalised recommendations, digital rewards and customer insights to improve customer retention and support better business decisions. The report analyses the internal and external stakeholders involved in the project and evaluates how effective stakeholder engagement contributes to successful implementation. Using recognised stakeholder management frameworks, it explores stakeholder influence, communication and collaboration while identifying approaches that reduce conflict and encourage long-term commitment. The report concludes by presenting recommendations to help Screwfix build sustainable stakeholder relationships and maximise the long-term success of the ConnectPlus platform.



[bookmark: _Toc1587277768]2.0 SMART Objectives
The primary objective of the ConnectPlus project is to successfully design, test and launch the platform across Screwfix's UK operations within six months before expanding into selected international markets. Specifically, the project aims to increase active customer loyalty programme membership by 20% within the first year of implementation, improve customer retention by 15%, achieve at least 90% employee training completion before launch and increase mobile application engagement by 25% during the first twelve months. The project will also ensure full compliance with UK GDPR requirements while achieving stakeholder satisfaction ratings exceeding 85% through structured communication, collaboration and continuous engagement throughout the project lifecycle.
[bookmark: _Toc209244098]3.0 Stakeholder Identification and Analysis 
[bookmark: _Toc1669946409]3.1 ConnectPlus Six-Month Project Timeline
Figure 1: Proposed ConnectPlus Implementation Timeline
	Project Phase
	Month
	Key Activities
	Primary Stakeholders

	Project Initiation
	Month 1
	Define project scope, business case, budget approval, stakeholder identification and project planning
	Board of Directors, Project Manager, Finance, IT, Marketing

	Platform Design & Development
	Months 1–2
	Develop AI recommendation engine, integrate customer database, mobile rewards system, cybersecurity testing
	IT Department, Software Developers, Data Analytics Team, Cybersecurity Team

	Stakeholder Engagement & Pilot Testing
	Months 3–4
	Employee training, supplier integration, customer focus groups, legal compliance checks and pilot testing
	HR, Store Managers, Employees, Customers, Suppliers, Legal & Compliance

	Marketing & Launch Preparation
	Month 5
	Marketing campaign, communication activities, final testing, employee readiness and launch planning
	Marketing, Sales, Customer Service, Operations, Store Managers

	Official Launch
	Month 6
	UK launch followed by phased rollout into selected international markets
	Executive Board, Project Team, Customers, International Partners

	Post-Launch Evaluation
	Ongoing
	Customer feedback, KPI monitoring, AI optimisation, continuous stakeholder engagement and system improvements
	Project Manager, Data Analysts, Senior Management, Customers



Figure 1 shows stakeholder involvement changes throughout the project, requiring continuous engagement from planning through implementation, adoption and ongoing performance evaluation.
[bookmark: _Toc1507331703]3.2 Stakeholder Identification
The success of ConnectPlus depends on identifying the right stakeholders from the beginning. Freeman's Stakeholder Theory suggests that organisations perform better when they consider the interests of everyone affected. For Screwfix, understanding stakeholder needs early helps reduce resistance, improve decision-making and support a smoother project implementation.
The principal stakeholders for the ConnectPlus project are presented in Table 1.
[bookmark: _Toc654271182]Table 1: Internal and External Stakeholders
	Internal Stakeholders
	External Stakeholders

	Board of Directors
	Customers

	Project Manager
	Suppliers

	IT Department
	Technology Partners

	Marketing Department
	Investors and Shareholders

	Sales Department
	Payment Service Providers

	Customer Service Team
	Delivery Partners

	HR Department
	Regulators (ICO, GDPR authorities)

	Finance Department
	Local Communities

	Data Analytics Team
	International Business Partners

	Legal & Compliance
	Environmental Organisations

	Store Managers
	Media

	Store Employees
	Competitors (indirect influence)


Internal stakeholders are responsible for delivering the ConnectPlus project, whereas external stakeholders influence its commercial success, regulatory compliance and market acceptance. As the project progresses through different implementation phases, stakeholder priorities and engagement requirements will inevitably change, reinforcing the importance of adaptive stakeholder management.
[bookmark: _Toc569242515]3.3 Applying Mendelow's Power–Interest Matrix
One of the most widely used stakeholder analysis tools within project management is Mendelow's Power–Interest Matrix (Mendelow, 1991). The framework categorises stakeholders according to their ability to influence project outcomes (power) and the extent to which they are affected by project decisions (interest). This enables project managers to prioritise communication efforts and allocate engagement resources more effectively.
[bookmark: _Toc1066631048]Figure 2: Mendelow's Power–Interest Matrix
	
	High Interest
	Low Interest

	High Power
	Manage Closely
Board of Directors
Project Manager
IT Department
Marketing Director
Kingfisher Executive Team
	Keep Satisfied
Investors
Finance Department
Government Regulators

	Low Power
	Keep Informed
Customers
Store Employees
Customer Service Teams
Suppliers
	Monitor
Media
Local Communities
Environmental Groups


The matrix shows that senior leaders, the Project Manager and IT teams require close engagement due to their high influence and interest in ConnectPlus. Customers have less power but provide essential feedback to support adoption. Regulatory bodies, including the Information Commissioner’s Office, must be kept satisfied to ensure UK GDPR compliance. Mendelow’s framework helps the project manager tailor communication strategies based on stakeholder importance rather than using a single approach for everyone.
[bookmark: _Toc1750252231]3.4 Applying the Stakeholder Salience Model
While Mendelow's Matrix evaluates stakeholders according to power and interest, the Stakeholder Salience Model developed by Ronald K. Mitchell, Bradley R. Agle and Donna J. Wood (1997) introduces three additional attributes:
· Power – the stakeholder's ability to influence project outcomes. 
· Legitimacy – the appropriateness of the stakeholder's relationship with the organisation. 
· Urgency – the extent to which stakeholder concerns require immediate attention. 
The Salience Model provides a more dynamic approach because stakeholder importance may change throughout the six-month implementation period. For example, during the design stage, the IT Department and software developers possess high salience due to their technical expertise and responsibility for platform development. However, as the project approaches launch, customers, store managers and marketing teams become increasingly salient because successful adoption depends upon effective communication, training and user acceptance.
Similarly, regulators become particularly influential during testing and deployment, when data protection, cybersecurity and consumer privacy requirements must be satisfied before ConnectPlus can be introduced into live retail environments.
Compared with Mendelow's Matrix, the Salience Model recognises that stakeholder priorities evolve over time, making it particularly appropriate for digital transformation projects operating across multiple international markets.
[bookmark: _Toc939882592]3.5 Critical Analysis of the Frameworks
Mendelow’s Power–Interest Matrix and the Stakeholder Salience Model are both valuable tools for understanding stakeholder needs, but each has limitations. Mendelow’s Matrix provides a clear and practical method for identifying stakeholder priorities during project planning. However, it assumes stakeholder power and interest remain relatively stable, which may not reflect the changing demands of complex digital transformation projects.
The Stakeholder Salience Model offers a more dynamic approach by recognising that stakeholder importance can shift based on power, legitimacy and urgency. This makes it particularly relevant to the ConnectPlus project, where stakeholder influence may change throughout development, testing and international rollout.
A combined approach would therefore provide greater effectiveness. Mendelow’s Matrix can be used for initial stakeholder mapping, while the Salience Model supports ongoing evaluation as project circumstances evolve. This integrated method allows Screwfix to respond more effectively to changing expectations, manage potential resistance and maintain stronger relationships with internal and external stakeholders. Such flexibility is essential when implementing an AI-driven platform across different markets with varying customer expectations, regulatory requirements and operational challenges.








[bookmark: _Toc1386568267]4.0 Roles, Responsibilities, Benefits and Challenges of Key Stakeholders
[bookmark: _Toc1173962408]Table 2: Key Stakeholder Roles, Benefits and Challenges
	Stakeholder
	Primary Role
	Benefits to ConnectPlus Project
	Potential Challenges

	Board of Directors
	Provide strategic direction, approve project funding and monitor project performance.
	Strong leadership, resource allocation and organisational commitment.
	Competing strategic priorities may delay key decisions or reduce project investment.

	Project Manager
	Coordinate project activities, manage risks, oversee stakeholder communication and ensure delivery within scope, budget and schedule.
	Ensures effective collaboration, accountability and project governance.
	Managing conflicting stakeholder expectations and resistance to organisational change.

	IT & Data Analytics Teams
	Design, develop and maintain the ConnectPlus platform, AI algorithms and cybersecurity systems.
	Deliver technical expertise, innovation and secure digital infrastructure.
	System integration issues, cybersecurity risks and rapidly changing technology requirements.

	Marketing Department
	Develop promotional campaigns, communicate customer benefits and support platform adoption.
	Builds customer awareness, engagement and brand differentiation.
	Difficulty convincing customers to adopt a new loyalty platform if communication is ineffective.

	Store Managers & Employees
	Support implementation at store level, assist customers and provide operational feedback.
	Improve customer experience and encourage successful adoption.
	Increased workload, training requirements and possible resistance to new working practices.

	Customers
	Use the ConnectPlus platform and provide feedback on functionality and user experience.
	Increased loyalty, valuable customer insights and improved service quality.
	Privacy concerns, reluctance to share personal data and resistance to AI-driven recommendations.

	Suppliers & Technology Partners
	Provide software, infrastructure and integrated digital services.
	Improve system reliability, innovation and operational efficiency.
	Technical delays, supplier dependency and compatibility issues.

	Regulators
	Ensure compliance with UK GDPR, consumer protection and cybersecurity legislation.
	Protect customer trust and reduce legal risks.
	Regulatory changes may increase compliance costs or delay implementation.



[bookmark: _Toc106664966]Critical Discussion
The successful implementation of ConnectPlus depends on effective collaboration between multiple stakeholder groups. Although each stakeholder contributes different expertise and resources, project success requires their objectives to remain aligned with Screwfix’s wider strategic goals.
The Board of Directors plays a central role by approving investment, setting priorities and demonstrating commitment to the project. Visible leadership support is essential because employees may otherwise view ConnectPlus as a short-term technology project rather than a wider business transformation. Freeman (1984) highlights that strong leadership involvement helps build stakeholder confidence and organisational legitimacy.
The Project Manager is responsible for coordinating activities throughout the six-month implementation period. This involves balancing stakeholder expectations while maintaining control over project scope, budget and deadlines. The role requires effective communication and negotiation, particularly when stakeholder priorities conflict. For example, marketing teams may request additional customer features, while IT teams may focus on security, reliability and system performance.
Technical stakeholders, including the IT Department, Data Analytics Team and external technology partners, are critical to developing the AI recommendation system and integrating ConnectPlus with existing digital platforms. Their expertise supports innovation; however, technical challenges such as cybersecurity risks, system failures and delays must be carefully managed. Close cooperation between technical and business teams is therefore necessary to ensure technology supports commercial objectives.
Store managers and frontline employees will also strongly influence adoption because they directly interact with customers. Providing sufficient training and explaining the purpose of ConnectPlus will help employees promote the platform confidently. In contrast, poor communication or limited support could increase resistance and reduce the effectiveness of implementation.
Customers remain one of the most important stakeholder groups because the platform is designed to improve their shopping experience. However, concerns around data privacy mean Screwfix must be transparent about how customer information is collected and used. Maintaining UK GDPR compliance and communicating clear privacy practices will be essential for building trust and encouraging adoption.
Regulators and technology partners also contribute to project success by ensuring ConnectPlus operates securely and ethically. Although compliance requirements may increase costs, they protect Screwfix’s reputation and strengthen long-term customer confidence. Effective stakeholder management should therefore be viewed as a strategic investment rather than simply a project requirement.
[bookmark: _Toc925029804]Critical Reflection
A key weakness in stakeholder management is assuming that all stakeholders require the same level of attention throughout a project. In reality, stakeholder priorities change over time. Technical teams and senior leaders may require greater involvement during development, while employees, customers and regulators become increasingly important during launch and evaluation. Adapting engagement strategies throughout the project lifecycle is therefore essential for achieving successful implementation and sustainable outcomes.
[bookmark: _Toc1624414629]5.0 Stakeholder Engagement Strategy and Conflict Management
[bookmark: _Toc1581697568]5.1 Developing a Stakeholder Engagement Strategy
Identifying stakeholders is only the first stage of successful project management; maintaining meaningful engagement throughout the project lifecycle is equally important. According to the Project Management Institute (2021), stakeholder engagement is a continuous process that involves understanding stakeholder expectations, communicating effectively and responding proactively to concerns that may influence project outcomes. For the ConnectPlus project, stakeholder engagement should begin during project planning and continue through platform development, pilot testing, implementation and post-launch evaluation.
As Project Manager, I would adopt a proactive engagement strategy rather than responding only when problems arise. This approach recognises that stakeholder relationships evolve during digital transformation projects and require different communication methods depending on the project stage, stakeholder influence and organisational priorities. The strategy would combine the 4Cs Model, a structured communication plan, a RACI Matrix and recognised change management principles to create collaboration, trust and long-term commitment.
[bookmark: _Toc1709069637]5.2 Applying the 4Cs Model
The 4Cs Model is suitable for ConnectPlus because the project requires cooperation across multiple departments and external stakeholders. Communication should focus on explaining the benefits of AI to employees and customers, while consultation through pilot testing allows Screwfix to refine the platform before launch. Cross-functional collaboration between IT, Marketing and HR will improve implementation, and recognising employee feedback can strengthen long-term commitment. This approach reduces resistance to change and increases the likelihood of successful adoption.


[bookmark: _Toc2021675016]Table 3: Application of the 4Cs Model to ConnectPlus
	4Cs Principle
	Application to ConnectPlus
	Expected Outcome

	Communication
	Regular project updates, newsletters, meetings and digital dashboards.
	Increased transparency and stakeholder confidence.

	Consultation
	Customer focus groups, employee workshops and supplier meetings before major decisions.
	Improved decision-making and reduced resistance to change.

	Collaboration
	Cross-functional project teams involving IT, Marketing, HR and Operations.
	Greater innovation and stronger ownership of project outcomes.

	Commitment
	Leadership support, employee recognition and continuous stakeholder feedback after launch.
	Long-term engagement and successful platform adoption.


The 4Cs Model is suitable for ConnectPlus because it promotes communication, consultation, collaboration and commitment throughout implementation. Engaging employees and customers early improves decision-making, reduces resistance to change and strengthens trust. Cross-functional collaboration also ensures the platform meets customer needs, increasing adoption and supporting long-term project success.
[bookmark: _Toc207284929]5.3 Communication Plan
Effective communication is essential for maintaining stakeholder engagement throughout the ConnectPlus implementation. Different stakeholder groups require different communication channels, frequencies and levels of information.







[bookmark: _Toc853750330]Table 4: ConnectPlus Communication Plan
	Stakeholder
	Information Required
	Communication Method
	Frequency
	Responsibility

	Board of Directors
	Project progress, budget, risks and KPIs
	Executive reports and board meetings
	Monthly
	Project Manager

	IT Department
	Technical milestones and project updates
	Daily stand-up meetings and collaboration software
	Weekly
	Technical Lead

	Marketing Department
	Campaign progress and launch schedule
	Project workshops
	Fortnightly
	Marketing Manager

	Store Managers
	Staff readiness and operational guidance
	Training sessions and webinars
	Monthly
	Operations Manager

	Employees
	Platform functionality and customer support guidance
	Workshops, e-learning and newsletters
	Monthly
	HR Department

	Customers
	Platform benefits, privacy policy and launch information
	Website, email campaigns, social media and mobile app
	Throughout launch
	Marketing Team

	Suppliers
	Integration schedules and delivery requirements
	Supplier meetings
	Monthly
	Procurement Manager

	Regulators
	Compliance documentation
	Formal reports and audits
	As required
	Legal & Compliance Team


This communication plan ensures that stakeholders receive relevant information without creating unnecessary communication overload. Tailoring communication according to stakeholder needs is more effective than adopting a standardised approach, particularly within large organisations such as Screwfix.
[bookmark: _Toc1800840721]5.4 RACI Matrix
To minimise confusion regarding stakeholder responsibilities, the ConnectPlus project should implement a RACI Matrix, which clearly identifies who is Responsible, Accountable, Consulted and Informed for each major project activity.

[bookmark: _Toc1280849128]Table 5: Simplified RACI Matrix
	Activity
	Project Manager
	IT Team
	Marketing
	HR
	Board
	Store Managers

	Project Planning
	A
	C
	C
	I
	R
	I

	Platform Development
	C
	R
	I
	I
	A
	I

	Employee Training
	C
	I
	I
	R
	I
	A

	Marketing Campaign
	I
	C
	R
	I
	A
	C

	Pilot Testing
	A
	R
	C
	C
	I
	R

	Official Launch
	A
	R
	R
	C
	C
	R


Key
· R = Responsible 
· A = Accountable 
· C = Consulted 
· I = Informed 
The RACI Matrix reduces ambiguity by clarifying decision-making responsibilities throughout the project. This is particularly valuable during complex digital transformation initiatives where multiple departments contribute simultaneously.
[bookmark: _Toc1367560407]5.5 Managing Stakeholder Expectations Using SWANS and OWANS
The SWANS and OWANS frameworks help the Project Manager identify stakeholder needs, expectations and measures of success throughout implementation. Applying these tools enables Screwfix to monitor customer satisfaction, employee confidence and supplier relationships, allowing engagement strategies to be adjusted where necessary.
[bookmark: _Toc2036877916]5.6 Managing Conflict During the Project
Conflict is inevitable within digital transformation projects because stakeholders often possess competing priorities. The IT Department may favour system stability, Marketing may request additional features to improve customer engagement, while Finance seeks to minimise project costs. Effective conflict management therefore becomes a critical leadership responsibility.The Thomas–Kilmann Conflict Management Model identifies five approaches to conflict resolution:
· Competing 
· Avoiding 
· Accommodating 
· Compromising 
· Collaborating 
For ConnectPlus, collaboration represents the most appropriate approach because it encourages stakeholders to identify mutually beneficial solutions rather than prioritising individual departmental objectives.
For example, if Marketing requests additional AI features shortly before launch, while the IT Department argues that implementation would delay deployment, the Project Manager should facilitate collaborative discussions that evaluate customer value, technical feasibility and project constraints. This approach encourages evidence-based decision-making while maintaining positive stakeholder relationships.
[bookmark: _Toc77818616]5.7 Supporting Change Through Kotter's Eight-Step Model
Kotter's model is appropriate because ConnectPlus requires behavioural as well as technological change. Establishing urgency helps employees understand why AI-driven customer engagement is necessary, while building a cross-functional leadership team improves coordination between IT, HR and Marketing. Embedding ConnectPlus into everyday operations increases the likelihood of long-term adoption rather than short-term compliance.
[bookmark: _Toc114046927]5.8 Critical Evaluation of the Stakeholder Engagement Strategy
No single stakeholder engagement model is sufficient on its own. While the 4Cs Model strengthens communication and collaboration, it does not prioritise stakeholders, and the RACI Matrix clarifies responsibilities but overlooks motivation and resistance to change. Therefore, Screwfix should combine Freeman's Stakeholder Theory (Freeman, 1984), Mendelow's Matrix, the Salience Model, the 4Cs Framework, the RACI Matrix and Kotter's Change Model to address both technical and behavioural challenges. This integrated approach enables more effective stakeholder engagement, reduces implementation risks and supports the successful delivery of ConnectPlus while strengthening long-term organisational performance.
[bookmark: _Toc1215491084]6.0 Evaluating the Impact of Sustainable Stakeholder Engagement on Business Performance 
Sustainable stakeholder engagement plays an important role in ensuring the long-term success of ConnectPlus at Screwfix. While launching the platform is an important milestone, maintaining strong relationships with customers, employees, suppliers and regulators will determine whether it continues to deliver value. Stakeholder engagement should therefore be viewed as an ongoing business strategy rather than a one-off project activity. Freeman (1984) argues that organisations achieve better long-term outcomes when they create value for all stakeholders rather than focusing only on shareholders. For Screwfix, this means ensuring that ConnectPlus continues to meet stakeholder expectations as customer needs and technology evolve.
One of the biggest benefits of effective stakeholder engagement is improved customer loyalty. ConnectPlus aims to offer personalised recommendations, digital rewards and a better customer experience. However, these features alone are unlikely to guarantee long-term success. Customers are increasingly concerned about how organisations collect and use personal data, meaning trust is just as important as technology. By communicating clearly about data privacy, responding to customer feedback and regularly improving the platform, Screwfix can strengthen customer confidence and encourage repeat business. This supports customer retention while helping the organisation remain competitive in the retail sector.
Employee engagement is equally important. Employees play a key role in promoting ConnectPlus and supporting customers during implementation. If they are not involved in the change process, they may resist new ways of working, reducing the effectiveness of the project. Providing training, encouraging feedback and explaining how ConnectPlus benefits both employees and customers can increase confidence and commitment. Relationship Marketing Theory supports this approach by suggesting that long-term success depends on building strong relationships rather than focusing only on short-term results (Christopher, Payne and Ballantyne, 2013). In this project, engaged employees are more likely to provide better customer service and contribute to successful platform adoption.
Stakeholder engagement also supports continuous improvement. Customer feedback can identify usability issues, employees can highlight operational challenges, and suppliers can contribute technical expertise to improve system performance. This ongoing exchange of knowledge enables Screwfix to refine ConnectPlus after launch, ensuring that the platform continues to meet changing customer expectations. Rather than treating implementation as the end of the project, stakeholder feedback should drive future improvements and innovation.
Despite these benefits, maintaining stakeholder engagement requires time, resources and management commitment. Regular communication, staff training and stakeholder consultations increase project costs, while expanding ConnectPlus into international markets introduces additional challenges such as different customer expectations and regulatory requirements. Nevertheless, these investments help reduce risk by identifying problems before they become significant. For example, customer feedback may reveal usability concerns, while regulators can identify compliance issues early enough for corrective action to be taken.
Effective stakeholder engagement also strengthens Screwfix's reputation and competitive position. Responsible data management, ethical use of AI and compliance with UK GDPR demonstrate good governance and help build trust with customers and investors. In addition, the Resource-Based View argues that sustainable competitive advantage comes from valuable and difficult-to-copy resources (Barney, 1991). Although competitors may develop similar digital platforms, they cannot easily replicate the trust and strong stakeholder relationships developed through consistent engagement.
Overall, sustainable stakeholder engagement provides significant long-term value for Screwfix. It improves customer loyalty, strengthens employee commitment, encourages innovation and reduces implementation risks. However, these benefits depend on continuous communication and adapting engagement strategies as stakeholder needs change. Embedding stakeholder engagement into everyday business practices will help ensure ConnectPlus remains successful and continues to support Screwfix's long-term growth.
[bookmark: _Toc1854960297]7.0 Recommendations
To improve the successful implementation of ConnectPlus, Screwfix should focus on five key actions. First, stakeholder engagement should continue beyond the six-month rollout through regular customer feedback, employee consultations and supplier reviews. This will help the platform adapt to changing user needs and maintain stakeholder support.
Second, employees should receive ongoing digital training and refresher sessions to build confidence in using ConnectPlus and improve customer support. Recognising employee contributions can also encourage greater engagement with the platform.
Third, Screwfix should strengthen data governance by maintaining UK GDPR compliance, carrying out regular cybersecurity reviews and communicating clearly with customers about how their data is collected and used. This will help build trust and reduce risk.
Fourth, stakeholder performance should be monitored using KPIs such as customer satisfaction, employee engagement and platform adoption. Reviewing these measures regularly will allow management to identify issues early and make informed decisions.
Finally, ConnectPlus should be introduced gradually into international markets. A phased rollout will allow Screwfix to evaluate customer behaviour, address regulatory requirements and refine the platform before expanding further, reducing risk and supporting long-term success.
[bookmark: _Toc372703665]8.0 Conclusion
This report has shown that the successful implementation of ConnectPlus depends on effective stakeholder engagement as much as the technology itself. By applying stakeholder management frameworks to Screwfix, the report demonstrated how identifying and engaging key stakeholders at different stages of the project can improve communication, reduce resistance to change and support informed decision-making.
The analysis found that different stakeholder groups require different engagement approaches throughout the project lifecycle. Combining stakeholder analysis with clear communication, defined responsibilities and effective change management provides a practical strategy for delivering ConnectPlus successfully while meeting customer expectations and regulatory requirements.
Although stakeholder engagement requires ongoing time and resources, the long-term benefits outweigh these challenges. Strong relationships with employees, customers, suppliers and regulators can improve customer loyalty, encourage collaboration and strengthen organisational performance. Overall, ConnectPlus is more likely to succeed if Screwfix embeds stakeholder engagement into its wider business strategy, ensuring the platform continues to evolve alongside stakeholder needs and supports the company's long-term growth in an increasingly competitive retail market.
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