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Executive Summary

The ability to identify, analyse and engage stakeholders has become a fundamental factor in determining the success of strategic projects within multinational organisations. In increasingly competitive and technology-driven markets, organisations must establish effective relationships with stakeholders to ensure project success, improve organisational performance and achieve sustainable competitive advantage (Freeman, 1984; Bourne, 2015).
This report examines stakeholder engagement within the context of Amazon, one of the world's largest multinational retail and e-commerce organisations. The report focuses on the proposed implementation of ConnectPlus, an artificial intelligence (AI)-powered customer loyalty and engagement platform designed to improve customer retention, enhance personalised shopping experiences and strengthen data-driven decision-making across Amazon's domestic and international operations (Amazon, 2025).
The report identifies and categorises the key internal and external stakeholders involved in the development and implementation of ConnectPlus. Stakeholder analysis is undertaken using recognised strategic frameworks, including the Stakeholder Map, Power–Interest Matrix and Stakeholder Salience Model, enabling the project manager to evaluate stakeholder influence, expectations and priorities throughout the project lifecycle (Mitchell, Agle and Wood, 1997; Bryson, 2018).
Furthermore, the report critically examines stakeholder roles, responsibilities, potential benefits and the challenges associated with engaging diverse stakeholder groups operating across different geographical and cultural environments. To support effective stakeholder management, several recognised engagement frameworks are applied, including the Communication Plan, RACI Matrix, 4C Stakeholder Engagement Model and appropriate conflict management strategies. These approaches aim to improve collaboration, transparency and stakeholder commitment while reducing the likelihood of resistance during implementation (Project Management Institute, 2021; Cornelissen, 2020).
Finally, the report evaluates the contribution of sustainable stakeholder engagement to Amazon's organisational performance, customer satisfaction, innovation capability and long-term business growth. The findings demonstrate that successful stakeholder engagement extends beyond communication by fostering trust, accountability and collaborative decision-making, all of which are essential for the successful launch of ConnectPlus and for maintaining Amazon's competitive position within the global retail and e-commerce industry.


1. Introduction
1.1 Company Background
Amazon is one of the world's largest multinational retail and e-commerce organisations, operating in over 180 countries and serving hundreds of millions of customers through a broad portfolio of products and digital services. Founded by Jeff Bezos in 1994 as an online bookstore, Amazon has evolved into a global technology company with operations spanning e-commerce, cloud computing, artificial intelligence (AI), digital streaming, logistics and smart consumer devices. The organisation's long-term strategy focuses on customer obsession, operational excellence, continuous innovation and technological advancement, enabling it to maintain a significant competitive advantage within the global marketplace (Amazon, 2025; Grant, 2022).
Over the past decade, Amazon has significantly invested in artificial intelligence and machine learning technologies to enhance operational efficiency and improve customer experience. AI applications are now embedded throughout the organisation, supporting personalised product recommendations, warehouse automation, inventory forecasting, fraud detection and voice-assisted technologies such as Amazon Alexa. According to Amazon's most recent Annual Report, continued investment in innovation and digital transformation remains one of the company's key strategic priorities for maintaining sustainable growth and strengthening customer relationships in increasingly competitive international markets (Amazon, 2025).
To further strengthen customer engagement and long-term loyalty, Amazon is preparing to launch ConnectPlus, a digitally enhanced customer loyalty and engagement platform that integrates artificial intelligence, personalised shopping recommendations, mobile-based rewards and advanced customer analytics. The platform aims to improve customer retention by delivering highly personalised shopping experiences while enabling Amazon to gain deeper insights into customer behaviour, purchasing patterns and market trends. These insights will support evidence-based decision-making and facilitate the development of more targeted products, services and marketing strategies (Kotler, Keller and Chernev, 2022).
The implementation of ConnectPlus represents a strategically significant project involving multiple stakeholder groups with different interests, expectations and levels of influence. Internal stakeholders such as senior management, project teams, IT specialists, marketing professionals and customer service employees will play essential roles during system design, testing and implementation. At the same time, external stakeholders—including customers, third-party sellers, suppliers, investors, regulators and technology partners—will influence both the success and long-term sustainability of the project (Freeman, 1984).
Because ConnectPlus will process substantial volumes of customer data using artificial intelligence, Amazon must also ensure compliance with international data protection legislation, including the UK General Data Protection Regulation (UK GDPR) and other applicable legal and ethical standards. Maintaining transparency, data security and stakeholder trust will therefore be fundamental throughout the project lifecycle (Information Commissioner's Office, 2024).
Consequently, the effective identification, analysis and engagement of stakeholders become essential project management activities. As Freeman (1984) argues, organisations create greater long-term value when they actively manage relationships with stakeholders rather than focusing solely on shareholder interests. Similarly, the Project Management Institute (2021) highlights that successful projects depend on continuous stakeholder engagement, effective communication and collaborative decision-making throughout planning, execution and implementation.
This report therefore critically evaluates how Amazon can successfully identify, prioritise and engage key stakeholders during the development and implementation of ConnectPlus. Through the application of recognised stakeholder management theories, strategic frameworks and engagement models, the report demonstrates how effective stakeholder management can improve project outcomes, reduce organisational risk and contribute to sustainable competitive advantage within the global retail and e-commerce industry.





2. SMART Objectives
The successful implementation of Amazon's ConnectPlus platform requires clearly defined objectives that align with the organisation's strategic vision while ensuring measurable project outcomes. The SMART framework (Specific, Measurable, Achievable, Relevant and Time-bound) provides a structured approach for establishing realistic objectives that guide project planning, stakeholder engagement and performance evaluation (Doran, 1981).
The primary objective of the ConnectPlus project is to successfully develop, test and launch the AI-powered customer loyalty platform across selected international markets within six months. The project aims to increase customer retention by 15% during the first twelve months after implementation while achieving a customer satisfaction score of at least 4.5 out of 5 through personalised shopping experiences and AI-driven recommendations. Furthermore, Amazon seeks to increase active participation in the loyalty programme by 25%, maintain full compliance with UK GDPR and international data protection regulations, and achieve stakeholder satisfaction levels exceeding 90% through continuous communication, collaboration and engagement throughout the project lifecycle (Project Management Institute, 2021; Amazon, 2025).
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                                            Source: Author's own work (2026).
The SMART objectives presented in Table 1 provide measurable targets that enable project managers to monitor progress, evaluate project performance and ensure that stakeholder expectations remain aligned throughout the implementation of ConnectPlus. Establishing clearly defined objectives also supports accountability, facilitates informed decision-making and reduces uncertainty during complex digital transformation projects (Kerzner, 2022).

3. Identification and Analysis of Key Stakeholders
The successful implementation of the Amazon ConnectPlus project depends on the effective identification, analysis and management of stakeholders who can influence, or are influenced by, the project's outcomes. Stakeholders play a fundamental role in supporting strategic decision-making, allocating resources, ensuring regulatory compliance and contributing to the successful delivery of organisational objectives. According to Freeman (1984), organisations create greater long-term value by recognising the interests and expectations of all stakeholders rather than focusing exclusively on shareholders. Similarly, the Project Management Institute (2021) highlights that stakeholder identification should begin during project initiation and continue throughout the project lifecycle to ensure effective communication, collaboration and decision-making.
For the ConnectPlus project, stakeholders have been categorised into internal and external groups based on their relationship with Amazon and their involvement in the project. Internal stakeholders directly contribute to planning, development and implementation activities, whereas external stakeholders influence customer adoption, legal compliance, technological innovation and long-term business performance. The following sections analyse these stakeholder groups before applying recognised stakeholder management models to evaluate their influence, importance and engagement requirements.







3.1 Internal Stakeholders
Internal stakeholders are individuals or groups operating within Amazon who directly contribute to the planning, development, implementation and ongoing management of the ConnectPlus platform. These stakeholders possess high levels of organisational knowledge and are responsible for making strategic decisions, allocating resources and ensuring that the project aligns with Amazon's long-term business objectives. Their active participation is essential for maintaining project quality, managing organisational change and delivering the platform within the planned schedule and budget (Bourne, 2015).
Senior Management provides strategic leadership, approves investment decisions and ensures that the ConnectPlus project supports Amazon's overall corporate strategy. Their commitment is essential for securing financial resources, resolving organisational challenges and maintaining alignment between the project and business objectives.
The Project Team coordinates project planning, scheduling, implementation and performance monitoring. As the central group responsible for project delivery, the team ensures that project activities remain within scope, budget and timeline while coordinating communication between all stakeholder groups.
The IT and Data Analytics Department develops the technological infrastructure that supports ConnectPlus. Their responsibilities include software development, artificial intelligence integration, cybersecurity, cloud infrastructure management and system testing. Due to the technical complexity of the platform, this department represents one of the project's most influential stakeholder groups.
The Marketing and Customer Experience Team is responsible for promoting ConnectPlus, increasing customer awareness and encouraging participation in the loyalty programme. Through market research and customer feedback, this department ensures that customer expectations remain central throughout the project lifecycle.
Customer Service employees provide valuable insights based on direct customer interaction. They collect feedback, identify customer concerns and support users after implementation, allowing Amazon to continuously improve platform performance.
Finally, the Finance Department manages project budgets, evaluates financial performance and monitors return on investment. Effective financial management enables Amazon to allocate resources efficiently while ensuring long-term commercial sustainability (Kerzner, 2022).

[image: ]Table 2. Internal Stakeholders of the Amazon ConnectPlus Project
The information presented in Table 2 demonstrates that Amazon's internal stakeholders have different responsibilities, levels of influence and expectations throughout the ConnectPlus project. While Senior Management, the Project Team and the IT & Data Analytics Department possess both high interest and high influence due to their direct involvement in strategic decision-making and technical implementation, departments such as Marketing, Customer Service and Finance provide essential operational support that contributes to the project's overall success. Effective collaboration between these internal stakeholders enables Amazon to improve communication, allocate resources efficiently and ensure that the ConnectPlus platform is delivered on time, within budget and in line with the organisation's strategic objectives (Bourne, 2015; Project Management Institute, 2021).




3.2 External Stakeholders
External stakeholders are individuals, organisations and institutions that operate outside Amazon but significantly influence, or are influenced by, the successful development and implementation of the ConnectPlus platform. Unlike internal stakeholders, external stakeholders do not directly participate in the day-to-day management of the project. However, their support, expectations and cooperation are essential for ensuring customer adoption, regulatory compliance, operational efficiency and long-term business sustainability. Effective engagement with external stakeholders enables Amazon to strengthen stakeholder trust, reduce project risks and enhance its competitive position within global retail and e-commerce markets (Freeman, 1984; Bryson, 2018).
Customers represent the most important external stakeholder group because the overall success of ConnectPlus depends on their willingness to adopt and actively use the platform. Customers expect personalised shopping experiences, attractive loyalty rewards, secure handling of personal information and seamless digital interactions. Their feedback also provides valuable insights that support continuous improvement and future platform development.
Third-party Sellers rely on Amazon's digital ecosystem to promote and sell their products to customers worldwide. ConnectPlus has the potential to increase customer engagement and marketplace activity, creating new opportunities for sellers to improve sales performance and strengthen customer relationships.
Suppliers and Logistics Partners play a critical role in maintaining product availability, inventory management and delivery efficiency. Their collaboration ensures that increased customer demand generated through ConnectPlus can be supported by reliable supply chain operations.
Regulators and Government Bodies, including organisations responsible for data protection and consumer rights, ensure that Amazon complies with legal and ethical requirements throughout the implementation of ConnectPlus. Compliance with UK GDPR and other international regulations is essential for maintaining public trust and protecting customer information.
Investors and Shareholders expect ConnectPlus to generate long-term business growth, increase customer retention and strengthen Amazon's financial performance. Their continued investment supports innovation while encouraging sustainable value creation for the organisation.
Finally, Technology Partners provide specialist expertise in cloud computing, artificial intelligence and digital infrastructure. Their collaboration enables Amazon to maintain system reliability, cybersecurity and continuous technological innovation throughout the project lifecycle (Kerzner, 2022).

Table 3. External Stakeholders of the Amazon ConnectPlus Project
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	The information presented in Table 3 demonstrates that Amazon's external stakeholders play a crucial role in the successful implementation of the ConnectPlus platform. Although these stakeholders are not directly involved in managing the project, their cooperation, trust and continued support significantly influence customer adoption, regulatory compliance, operational efficiency and long-term business performance. By understanding the interests, expectations and level of influence of each stakeholder group, Amazon can develop appropriate engagement strategies, strengthen stakeholder relationships and minimise potential project risks throughout the implementation process (Freeman, 1984; Bryson, 2018).





3.3 Stakeholder Mapping
Stakeholder mapping is a strategic management technique used to identify and visually represent the individuals, groups and organisations that influence or are affected by a project. By mapping stakeholders, project managers can better understand stakeholder relationships, interests and expectations while developing appropriate engagement strategies throughout the project lifecycle. According to Bryson (2018), stakeholder mapping enables organisations to prioritise stakeholder engagement activities, improve communication and allocate resources more effectively. Similarly, Freeman (1984) argues that organisations achieve greater long-term success when they actively recognise and manage relationships with all relevant stakeholders rather than focusing solely on financial performance.
For the Amazon ConnectPlus project, stakeholder mapping provides a comprehensive overview of the key internal and external stakeholder groups whose collaboration is essential for successful project implementation. Internal stakeholders contribute directly to project planning, development and operational execution, whereas external stakeholders influence customer adoption, regulatory compliance, financial performance and technological innovation. Mapping these stakeholders enables the Project Manager to identify potential opportunities, anticipate stakeholder concerns and establish communication strategies that support collaboration throughout the six-month implementation period.
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Source: Author's own work (2026).


Explanation of Figure 1
Figure 1 presents the stakeholder map for the Amazon ConnectPlus project by identifying the key internal and external stakeholders whose involvement is essential throughout the project lifecycle. The diagram illustrates that the successful implementation of ConnectPlus depends on effective collaboration between different stakeholder groups, each contributing unique knowledge, resources and expertise to achieve the project's strategic objectives.
The stakeholders have been categorised into internal and external groups. Internal stakeholders include senior management, the project team, IT and data analytics specialists, marketing and customer experience teams, customer service representatives and the finance department. These stakeholders are directly involved in planning, developing, implementing and monitoring the ConnectPlus platform. Their responsibilities include strategic decision-making, software development, financial management, customer communication and performance evaluation.
External stakeholders consist of customers, third-party sellers, suppliers and logistics partners, regulators and government bodies, investors and shareholders, as well as technology partners. Although these stakeholders are not directly employed by Amazon, they significantly influence the project's success through customer adoption, regulatory compliance, financial support, operational continuity and technological collaboration.
The centre of the stakeholder map highlights the overall purpose of the ConnectPlus project, which is to improve customer loyalty, customer engagement and data-driven decision-making through artificial intelligence technologies. The expected project outcomes, including increased customer retention, improved customer satisfaction and sustainable business growth, demonstrate that stakeholder collaboration extends beyond project delivery and contributes to Amazon's long-term strategic objectives.
Overall, the stakeholder map provides the Project Manager with a clear overview of the relationships between stakeholder groups and demonstrates why continuous stakeholder engagement is essential for reducing project risks, improving communication and ensuring successful implementation across Amazon's international markets (Freeman, 1984; Bryson, 2018).



3.4 Power–Interest Matrix
The Power–Interest Matrix is one of the most widely used stakeholder management tools for analysing stakeholders based on their ability to influence a project (power) and their level of concern or involvement (interest). Developed by Eden and Ackermann (1998), the model enables project managers to prioritise stakeholders and determine the most appropriate engagement strategy for each stakeholder group. By understanding stakeholder positions within the matrix, organisations can allocate communication efforts more effectively, reduce potential conflicts and improve decision-making throughout the project lifecycle. The Project Management Institute (2021) also highlights that analysing stakeholder power and interest enables project managers to tailor communication strategies according to stakeholder expectations and organisational objectives.
For the Amazon ConnectPlus project, the Power–Interest Matrix assists in identifying which stakeholders require close management, regular communication or periodic monitoring during the implementation of the AI-powered customer loyalty platform. Stakeholders with high levels of power and interest require continuous engagement because their decisions and actions directly influence project success, while stakeholders with lower levels of influence require less intensive communication but should still remain informed about significant project developments.
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Explanation of Figure 2
Figure 2 classifies Amazon ConnectPlus stakeholders according to their level of power and interest, enabling the Project Manager to determine the most appropriate engagement strategy for each stakeholder group.
Stakeholders located within the Manage Closely quadrant, including Senior Management, the Project Team, the IT & Data Analytics Department and Investors, possess both high power and high interest. These stakeholders are directly involved in strategic decision-making, resource allocation and project governance. As a result, they require continuous communication, regular progress updates and active participation throughout the project lifecycle.
The Keep Satisfied quadrant includes Regulators and Government Bodies together with selected Technology Partners. Although these stakeholders possess significant influence over the project, their day-to-day involvement is relatively lower. Maintaining compliance with legal requirements and providing regular strategic updates are essential to sustaining their support.
Stakeholders positioned within the Keep Informed quadrant, such as Customers, Marketing & Customer Experience and the Customer Service Team, demonstrate high interest in the project's outcomes but possess comparatively lower decision-making authority. Regular communication, consultation and feedback mechanisms enable Amazon to maintain engagement and continuously improve the ConnectPlus platform according to stakeholder expectations.
Finally, the Monitor quadrant includes Suppliers, Logistics Partners and other supporting organisations that possess relatively low power and lower levels of direct project interest. Although these stakeholders require less frequent communication, Amazon should continue monitoring their expectations to identify potential risks or operational issues that may affect project performance.
Overall, the Power–Interest Matrix enables Amazon to allocate stakeholder management resources more effectively, strengthen communication and reduce the likelihood of conflict during the implementation of ConnectPlus. By tailoring engagement strategies according to stakeholder influence and interest, the organisation can improve collaboration and increase the probability of successful project delivery (Eden and Ackermann, 1998; Project Management Institute, 2021; Bryson, 2018).



3.5 Stakeholder Salience Model
The Stakeholder Salience Model, developed by Mitchell, Agle and Wood (1997), is a widely recognised framework used to prioritise stakeholders based on three key attributes: power, legitimacy and urgency. Unlike the Power–Interest Matrix, which focuses primarily on stakeholder influence and engagement levels, the Salience Model enables project managers to determine which stakeholders require immediate attention by assessing the combination of these three attributes. The greater the number of attributes possessed by a stakeholder, the greater their importance and priority within the project. Consequently, the model supports more effective decision-making, stakeholder prioritisation and resource allocation throughout the project lifecycle (Mitchell, Agle and Wood, 1997; Bourne, 2015).
[image: ]For the Amazon ConnectPlus project, the Stakeholder Salience Model enables the Project Manager to identify which stakeholder groups require the highest level of engagement during the planning, implementation and post-launch phases. Because the project involves advanced artificial intelligence, customer data management and international regulatory compliance, different stakeholders possess varying degrees of influence, legitimacy and urgency. Applying the Salience Model helps Amazon balance stakeholder expectations while ensuring that critical stakeholder relationships receive the appropriate level of attention.
4. Roles, Responsibilities, Benefits and Challenges of Key Stakeholders
The successful implementation of the Amazon ConnectPlus project depends not only on identifying stakeholders but also on understanding their specific roles, responsibilities, contributions and potential challenges throughout the project lifecycle. Each stakeholder group contributes differently to project success by providing strategic direction, technical expertise, financial resources, operational support or regulatory oversight. Clearly defining stakeholder responsibilities improves accountability, strengthens collaboration and reduces the likelihood of misunderstandings or conflicts during project implementation. According to Johnson, Scholes and Whittington (2020), organisations achieve better project outcomes when stakeholder roles are clearly defined and aligned with organisational objectives. Similarly, Harrison and Wicks (2013) argue that understanding stakeholder responsibilities enables organisations to create value for both the business and its stakeholders through effective relationship management.
Within the Amazon ConnectPlus project, internal stakeholders are primarily responsible for project planning, governance, system development and operational delivery, while external stakeholders contribute through customer participation, technological collaboration, regulatory compliance and financial investment. Although each stakeholder group pursues different objectives, successful implementation depends on effective cooperation, transparent communication and clearly allocated responsibilities. Failure to define stakeholder roles appropriately may lead to duplicated activities, communication breakdowns, delays in project delivery and increased organisational risk (Project Management Institute, 2021).
To better illustrate the responsibilities, expected benefits and potential challenges associated with each stakeholder group, Table 4 provides a comparative overview of the key stakeholders involved in the ConnectPlus project.
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5. Stakeholder Communication and Engagement Strategy
Effective stakeholder communication is a critical success factor in project management because it ensures that stakeholders receive accurate information, understand project objectives and remain actively engaged throughout the project lifecycle. Communication enables organisations to build trust, encourage collaboration and minimise misunderstandings that may negatively affect project performance. According to the Project Management Institute (2021), communication planning should be tailored to stakeholder needs, levels of influence and preferred communication methods in order to maximise project success. Likewise, Bourne (2015) argues that stakeholder engagement is most effective when communication is continuous, transparent and adapted to the expectations of different stakeholder groups.
[image: ]For the Amazon ConnectPlus project, the communication strategy has been designed to ensure that both internal and external stakeholders receive relevant information at appropriate stages of the project. Stakeholders with high influence require frequent communication and direct involvement in strategic decision-making, whereas stakeholders with lower influence require periodic updates and opportunities to provide feedback. A structured communication plan enables Amazon to strengthen stakeholder relationships, improve collaboration and reduce project risks while supporting the successful implementation of the ConnectPlus platform.






5.1 Communication Channels and Stakeholder Engagement Techniques
Effective stakeholder engagement requires more than regular communication; it also depends on selecting communication channels that are appropriate for each stakeholder group. Different stakeholders have different information needs, preferred communication methods and levels of involvement throughout the project lifecycle. According to Bourne (2015), organisations should adopt communication strategies that are tailored to stakeholder expectations in order to improve collaboration, trust and project performance. Likewise, the Project Management Institute (2021) emphasises that communication should be timely, transparent and adapted to the influence and interest of each stakeholder group.
For the Amazon ConnectPlus project, multiple communication channels will be used to ensure that information is delivered efficiently and consistently. Internal stakeholders will primarily communicate through executive meetings, project workshops, Microsoft Teams, email and performance dashboards, allowing rapid decision-making and effective collaboration. External stakeholders will receive information through customer emails, mobile application notifications, social media updates, investor reports, regulatory documentation and supplier coordination meetings. Combining formal and informal communication methods enables Amazon to maintain stakeholder confidence while encouraging continuous feedback and long-term engagement.
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5.2 Stakeholder Engagement Strategies
Stakeholder engagement is a continuous process that aims to build positive relationships, encourage collaboration and maintain stakeholder commitment throughout the project lifecycle. Effective engagement goes beyond simply communicating information; it requires organisations to actively involve stakeholders in decision-making, respond to concerns and encourage participation at appropriate stages of the project. According to Bourne (2015), successful stakeholder engagement is achieved when communication is adapted to stakeholder expectations and when stakeholders feel that their opinions and contributions are valued. Similarly, the Project Management Institute (2021) states that organisations should develop engagement strategies that reflect stakeholder influence, interests and organisational objectives.
For the Amazon ConnectPlus project, different engagement strategies are required for different stakeholder groups. Senior Management should be actively involved in strategic reviews, project governance meetings and milestone approvals to ensure continued organisational support. The Project Team should participate in regular planning meetings, collaborative workshops and agile review sessions that encourage teamwork and rapid problem-solving. Customers should be engaged through surveys, beta testing programmes, loyalty campaigns and continuous feedback mechanisms that enable Amazon to improve platform functionality based on user experience.
Technology Partners require collaborative engagement through technical workshops, integration planning sessions and innovation meetings to ensure compatibility between AI systems and Amazon's existing digital infrastructure. Regulators should be engaged through transparent compliance reporting, policy consultations and regular legal reviews to ensure that the ConnectPlus platform complies with UK GDPR and other relevant legislation. Investors and shareholders should receive regular performance updates, financial reports and strategic progress reviews to maintain confidence in the project's commercial objectives.
Overall, stakeholder engagement should be viewed as an ongoing strategic activity rather than a one-time communication exercise. By encouraging collaboration, maintaining transparency and responding proactively to stakeholder expectations, Amazon can strengthen stakeholder trust, reduce resistance to change and increase the likelihood of successfully implementing the ConnectPlus platform (Johnson, Scholes and Whittington, 2020; Bourne, 2015; Project Management Institute, 2021).
5.3 Managing Stakeholder Expectations
Managing stakeholder expectations is a fundamental component of successful project management because different stakeholders often have diverse priorities, objectives and perceptions of project success. If stakeholder expectations are not identified and managed effectively, misunderstandings, resistance to change and conflicts may arise, negatively affecting project performance. According to Kerzner (2022), project managers must continuously balance stakeholder expectations by providing realistic objectives, transparent communication and timely updates throughout the project lifecycle. Similarly, Bourne (2015) argues that stakeholder expectations should be actively monitored and managed through continuous engagement rather than relying solely on periodic communication.
Within the Amazon ConnectPlus project, managing stakeholder expectations requires a structured approach that aligns stakeholder needs with the project's strategic objectives, available resources and implementation schedule. Senior Management expects the project to deliver measurable business benefits, including increased customer retention, improved operational efficiency and a positive return on investment. To meet these expectations, the Project Manager should provide regular progress reports, performance metrics and early warnings of potential risks or schedule deviations, enabling informed strategic decision-making.
The Project Team expects clearly defined responsibilities, realistic workloads and timely access to project resources. Maintaining open communication, encouraging collaboration and recognising team achievements can improve motivation and reduce the likelihood of delays caused by misunderstandings or resource constraints. Customers expect a secure, reliable and user-friendly platform that offers personalised rewards while protecting their personal data. Amazon should therefore communicate new features clearly, respond promptly to customer feedback and continuously improve the platform based on user experience and behavioural insights.
External stakeholders also require careful expectation management. Regulators expect full compliance with legal and ethical standards, particularly regarding data protection, cybersecurity and consumer rights. Investors and shareholders expect the project to achieve its financial objectives while supporting Amazon's long-term growth strategy. Technology Partners require clear technical specifications, realistic implementation schedules and effective coordination to ensure successful system integration and ongoing innovation.
Ultimately, successful stakeholder expectation management depends on transparency, accountability and continuous engagement. By identifying stakeholder expectations early, communicating openly and responding proactively to concerns, Amazon can strengthen stakeholder trust, reduce resistance to organisational change and improve the overall success of the ConnectPlus project. Effective expectation management not only supports project delivery but also contributes to stronger long-term stakeholder relationships and sustainable organisational performance (Kerzner, 2022; Bourne, 2015; Project Management Institute, 2021; Harrison and Wicks, 2013).

5.4 RACI Matrix
The RACI Matrix is a recognised responsibility assignment tool used in project management to define stakeholder roles and clarify accountability throughout the project lifecycle. The acronym RACI represents four levels of responsibility: Responsible, Accountable, Consulted and Informed. By assigning each stakeholder to one or more of these categories, organisations can eliminate uncertainty regarding decision-making authority, improve communication and reduce duplication of work. According to the Project Management Institute (2021), responsibility assignment matrices strengthen governance by ensuring that every project activity has clearly identified ownership. Likewise, Kerzner (2022) argues that clearly allocating responsibilities improves coordination, increases accountability and supports more effective project execution.
For the Amazon ConnectPlus project, the RACI Matrix provides a structured framework that identifies the responsibilities of key stakeholders involved in planning, development, testing, implementation and post-launch support. Because the project involves multiple departments and external organisations, defining stakeholder responsibilities is essential for maintaining efficient communication, reducing operational delays and ensuring that all project activities are completed according to schedule. The RACI approach also improves transparency by clarifying who performs each activity, who has final decision-making authority, who should be consulted before important decisions are made and who should be kept informed throughout the project lifecycle.
Table 7 presents the RACI Matrix developed for the Amazon ConnectPlus project. The matrix demonstrates how responsibilities are distributed among the principal stakeholder groups while ensuring effective collaboration, accountability and governance throughout [image: ]project implementation.


5.5 4C Stakeholder Engagement Model
The 4C Stakeholder Engagement Model provides a structured framework for developing effective and sustainable relationships with stakeholders throughout the project lifecycle. The model is based on four interconnected stages—Connect, Communicate, Consult and Collaborate—which enable organisations to strengthen stakeholder trust, improve transparency and encourage active participation in decision-making. Unlike traditional communication approaches that focus primarily on information sharing, the 4C Model promotes continuous two-way engagement, allowing organisations to respond proactively to stakeholder expectations while creating long-term value. According to Bourne (2015), effective stakeholder engagement depends on maintaining meaningful relationships rather than simply delivering project updates. Similarly, Cornelissen (2020) argues that organisations that actively involve stakeholders throughout decision-making processes achieve stronger organisational performance, greater innovation and higher stakeholder commitment.
For the Amazon ConnectPlus project, the 4C Stakeholder Engagement Model provides a practical framework for managing relationships with internal and external stakeholders during planning, development, implementation and post-launch activities. The model encourages Amazon to establish strong stakeholder relationships from the beginning of the project and maintain continuous engagement throughout every implementation stage.
The first stage, Connect, focuses on identifying stakeholders and understanding their interests, expectations and influence on the ConnectPlus project. At this stage, Amazon establishes relationships with Senior Management, Project Teams, Customers, Technology Partners, Regulators and Investors while analysing their priorities and communication requirements. Early stakeholder identification enables the organisation to anticipate potential challenges and develop appropriate engagement strategies (Freeman, 1984).
The second stage, Communicate, ensures that stakeholders receive accurate, timely and relevant information throughout the project lifecycle. Communication activities include executive meetings, project progress reports, customer newsletters, technical workshops, compliance documentation and digital communication platforms. Maintaining transparent communication strengthens stakeholder confidence while reducing uncertainty and resistance to organisational change (Project Management Institute, 2021).
The third stage, Consult, encourages stakeholders to actively contribute ideas, feedback and recommendations before important project decisions are made. Amazon can achieve this through customer surveys, beta testing programmes, stakeholder workshops, consultation meetings and regular performance reviews. According to Bryson (2018), involving stakeholders in decision-making increases stakeholder ownership while improving the quality of strategic decisions.
Finally, the Collaborate stage represents the highest level of stakeholder engagement, where internal departments and external stakeholders work together to achieve common project objectives. Collaboration between Project Teams, IT specialists, Technology Partners, Marketing Departments and Customers supports innovation, improves service quality and enables Amazon to continuously enhance the ConnectPlus platform according to stakeholder feedback and changing market requirements.
Overall, the 4C Stakeholder Engagement Model demonstrates that successful stakeholder engagement extends beyond communication by encouraging participation, consultation and collaborative decision-making. Applying this model enables Amazon to strengthen stakeholder relationships, improve project performance and support the successful implementation of the ConnectPlus platform while creating sustainable long-term value for both the organisation and its stakeholders (Bourne, 2015; Cornelissen, 2020; Project Management Institute, 2021).

6. The Impact of Sustainable Stakeholder Engagement on Business Performance
Sustainable stakeholder engagement has become a fundamental element of modern organisational strategy because it enables businesses to build long-term relationships, strengthen trust and improve overall organisational performance. Rather than viewing stakeholder engagement as a short-term project activity, successful organisations integrate stakeholder relationships into their strategic decision-making processes to create lasting value for both the organisation and its stakeholders. According to Freeman (1984), organisations achieve sustainable success by balancing the interests of all stakeholder groups rather than focusing exclusively on shareholder value. Similarly, Harrison and Wicks (2013) argue that organisations capable of creating value for multiple stakeholders develop stronger competitive advantages and achieve superior long-term performance.
For the Amazon ConnectPlus project, sustainable stakeholder engagement contributes directly to the successful implementation and long-term operation of the AI-powered customer loyalty platform. By maintaining continuous communication and encouraging stakeholder participation throughout planning, development and post-launch evaluation, Amazon can improve stakeholder trust, strengthen collaboration and reduce resistance to organisational change. The long-term success of ConnectPlus therefore depends not only on technological innovation but also on Amazon's ability to maintain productive relationships with customers, employees, investors, regulators and technology partners throughout the platform's lifecycle.
One of the most significant organisational benefits of sustainable stakeholder engagement is improved customer satisfaction and loyalty. Customers who actively participate in the development and improvement of ConnectPlus through surveys, beta testing and continuous feedback are more likely to trust the platform, remain loyal to Amazon and recommend its services to others. According to Kotler, Keller and Chernev (2022), organisations that actively engage customers in value creation improve customer satisfaction while strengthening long-term brand loyalty and market competitiveness.
Sustainable stakeholder engagement also contributes to greater innovation and continuous improvement. Collaboration between Amazon's internal departments and external technology partners enables the organisation to develop innovative artificial intelligence solutions, improve cybersecurity and respond more effectively to changing customer expectations. Continuous stakeholder feedback provides valuable information that supports product development and enables Amazon to maintain its competitive position within the rapidly evolving digital marketplace (Cornelissen, 2020).
Another important impact is improved operational performance and project success. Clearly defined stakeholder relationships improve communication, accelerate decision-making and reduce the likelihood of misunderstandings or project delays. Employees who understand project objectives and actively participate in decision-making demonstrate higher levels of commitment, collaboration and productivity. Likewise, effective engagement with regulators supports legal compliance while reducing organisational risks associated with data protection and ethical governance (Project Management Institute, 2021).
Sustainable stakeholder engagement also enhances corporate reputation and investor confidence. Organisations that consistently demonstrate transparency, accountability and ethical stakeholder management are more likely to attract investment, strengthen customer trust and maintain positive relationships with regulatory authorities. Investors are more willing to support projects that demonstrate effective governance and responsible stakeholder management because these practices reduce uncertainty and improve long-term financial performance (Johnson, Scholes and Whittington, 2020).
Finally, sustainable stakeholder engagement contributes to long-term competitive advantage by enabling Amazon to adapt more effectively to technological developments, customer expectations and regulatory changes. Continuous collaboration with stakeholders allows the organisation to identify emerging opportunities, respond proactively to market challenges and maintain sustainable business growth. Consequently, stakeholder engagement should not be viewed solely as a project management activity but as a strategic capability that supports organisational resilience, innovation and long-term business success (Freeman, 1984; Harrison and Wicks, 2013; Project Management Institute, 2021).
Overall, the Amazon ConnectPlus project demonstrates that sustainable stakeholder engagement generates significant organisational benefits beyond successful project delivery. By investing in long-term stakeholder relationships, continuous communication and collaborative decision-making, Amazon can improve customer satisfaction, strengthen organisational performance, encourage innovation and maintain a sustainable competitive advantage within the global retail and e-commerce industry.



7. Recommendations for Improving Stakeholder Management
Effective stakeholder management is essential for ensuring the long-term success of the Amazon ConnectPlus project. Although the stakeholder analysis demonstrates that Amazon possesses strong organisational capabilities and well-defined stakeholder relationships, continuous improvement is necessary to maximise stakeholder engagement, strengthen collaboration and minimise project risks. The following recommendations are based on the stakeholder analysis, communication strategy and engagement approaches discussed throughout this report. Their purpose is to enhance stakeholder satisfaction while supporting the successful implementation and long-term sustainability of the ConnectPlus platform (Project Management Institute, 2021; Kerzner, 2022).
Firstly, Amazon should establish a structured stakeholder engagement framework that defines clear communication responsibilities, reporting procedures and engagement activities for each stakeholder group. Standardising stakeholder communication will improve consistency, reduce misunderstandings and strengthen collaboration across all project phases (Bourne, 2015).
Secondly, greater emphasis should be placed on continuous customer feedback. Instead of collecting feedback only after implementation, Amazon should integrate real-time feedback tools within the ConnectPlus platform, allowing customers to report issues, suggest improvements and evaluate new features. This customer-centred approach will improve user satisfaction while supporting continuous product development (Kotler, Keller and Chernev, 2022).
Another important recommendation is to strengthen collaboration with technology partners throughout the software development lifecycle. Regular technical workshops, integration reviews and cybersecurity assessments should be conducted to reduce implementation risks and maintain system reliability as the platform evolves.
Amazon should also continue investing in stakeholder communication training for project managers and team leaders. Developing communication, negotiation and conflict-resolution skills will improve stakeholder relationships and enable project teams to respond more effectively to stakeholder concerns.
Finally, Amazon should establish a stakeholder performance monitoring system that regularly measures stakeholder satisfaction, communication effectiveness and engagement levels using Key Performance Indicators (KPIs). Continuous monitoring will enable the organisation to identify emerging issues at an early stage and implement corrective actions before they affect overall project performance (Project Management Institute, 2021; Harrison and Wicks, 2013).
Overall, these recommendations support a proactive approach to stakeholder management by encouraging continuous communication, stronger stakeholder participation and ongoing performance evaluation. Implementing these practices will help Amazon increase stakeholder confidence, improve project outcomes and strengthen the long-term success of the ConnectPlus platform.


8. Conclusion
This report has demonstrated the importance of effective stakeholder management in supporting the successful implementation of the Amazon ConnectPlus project. Through the identification and analysis of key stakeholders, it became evident that stakeholder engagement plays a fundamental role in achieving project objectives, improving collaboration and reducing organisational risks. Applying recognised stakeholder management frameworks, including Stakeholder Mapping, the Power–Interest Matrix, the Stakeholder Salience Model, the RACI Matrix and the 4C Stakeholder Engagement Model, has provided a structured approach to understanding stakeholder influence, responsibilities and engagement throughout the project lifecycle.
The report also highlighted the significance of effective communication, stakeholder participation and expectation management in promoting successful project delivery. By developing appropriate communication plans, assigning clear responsibilities and encouraging continuous stakeholder collaboration, Amazon can improve decision-making, strengthen stakeholder relationships and minimise potential conflicts during the implementation of the ConnectPlus platform.
Furthermore, the analysis demonstrated that sustainable stakeholder engagement extends beyond project completion and contributes directly to long-term organisational performance. Strong stakeholder relationships support customer satisfaction, encourage innovation, improve operational efficiency and strengthen Amazon's competitive position within the global e-commerce industry. Consequently, organisations that invest in continuous stakeholder engagement are better positioned to respond to changing business environments while maintaining stakeholder trust and organisational resilience.
In conclusion, effective stakeholder management should be viewed as a strategic capability rather than a project management activity alone. By implementing the recommendations presented in this report and maintaining continuous engagement with both internal and external stakeholders, Amazon can successfully deliver the ConnectPlus project while creating sustainable value for customers, employees, investors and the wider business environment.
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Table 1. SMART Objectives for the Amazon ConnectPlus Project

IART ELEME OJECT OBJECTIVE
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RELEVANT
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TIME-BOUND

Develop and implement the Al-powered ConnectPlus customer
loyalty platform across selected international markets.

Increase customer retention by 15%, improve loyalty programme
participation by 25%, and achieve customer satisfaction above
4.5 out of 5.

Utilise Amazon’s existing Al technologies, digital infrastructure and
experienced project teams to ensure successful implementation.

Support Amazon’s long-term strategy of customer obsession,
innovation and digital transformation.

Complete development, testing and deployment within six months,
followed by continuous monitoring and evaluation.
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Table 2. Internal Stakeholders of the Amazon ConnectPlus Project

Key Interests and Expectations

Senior
Management

Project Team

IT & Data
Analytics
Department

Marketing &
Customer
Experience
Team

Customer
Service
Team

Finance
Department

Provide strategic direction, approve
investment and resources, ensure the project
aligns with Amazon’s corporate strategy and
long-term objectives, and remove high-level
organisational barriers.

Plan, coordinate and execute project activities,
manage timelines and resources, monitor
progress, manage risks and communicate
with all stakeholder groups.

Develop and integrate Al capabilities,
manage data infrastructure, ensure
cybersecurity, conduct testing and ensure
platform reliability, scalability and
performance.

Define customer engagement strategies,
promote ConnectPlus, conduct market
research, and ensure the platform meets
customer needs and expectations.

Provide customer support, collect user
feedback, resolve customer issues and
ensure a positive post-implementation
experience.

Manage project budgets, control costs,
monitor financial performance and evaluate
return on investment.
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+ Successful delivery and business value
+ Strategic alignment and competitive advantage
« Financial performance and ROI

+ Risk minimisation and reputation protection

« Clear goals and priorities

+ Adequate resources and support

+ On-time delivery and quality outcomes

+ Effective communication and collaboration

« Technical excellence and system reliability
+ Data security and compliance (e.g., GDPR)
+ Access to technology and tools

+ Continuous improvement and innovation

+ Customer adoption and engagement
« Brand perception and customer satisfaction
« Effective campaigns and clear messaging

« Data-driven insights for decision-making

« Efficient tools and clear processes
« Customer satisfaction and loyalty

+ Training and continuous development

+ Feedback loop for product improvement

+ Cost efficiency and budget control
+ ROl and financial sustainability

+ Accurate forecastiog and reporting
+ Compliance with financial policies
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Table 3. External Stakeholders of the Amazon ConnectPlus Project

Key Interests and Expectations

Customers

Third-party
Sellers

Suppliers &
Logistics
Partners

Regulators &
Government
Bodies

Investors &
Shareholders

Technology
Partners

®0 0 00D O

Source: Author's own work (2026).

End users of ConnectPlus who expect
personalised experiences, attractive loyalty

rewards, secure data handling and high-quality

customer service.

Businesses and sellers on Amazon marketplace
who benefit from increased customer
engagement and sales opportunities

through ConnectPlus.

Provide products, manage inventory and ensure
efficient logistics and delivery operations to
meet customer demand generated through
ConnectPlus.

Ensure compliance with legal, ethical and
regulatory requirements, including data
protection laws, consumer rights and industry
standards.

Provide capital and expect long-term financial
growth, profitability and sustainable value
creation from the ConnectPlus initiative.

Provide technology, cloud infrastructure, Al
solutions and technical expertise that enable
platform development and innovation.

@

HIGH

S

= 4 4
m = F m m
9@ 5. 5‘ 9@ 9@
= T £ = e
4 < =

MEDIUM

2
m
g

UM

O,

HIGH

@

HIGH

()

HIGH

HIGH

Personalised offers and relevant rewards
Easy-to-use and reliable platform

Data privacy and security

Excellent customer service and support

Increased visibility and customer traffic

Fair marketplace policies and commissions
Access to data insights and promotional tools
Timely payments and account support

Stable demand forecasting and planning
Efficient communication and coordination
Fair terms and long-term partnerships
Operational efficiency and reliability

Compliance with laws and regulations
Data protection and privacy (e.q., UK GDPR)
Transparency and consumer protection
Ethical use of Al and customer data

Strong financial performance and ROI
Sustainable growth and market leadership
Innovation and competitive advantage
Effective risk management

Long-term collaboration and partnerships
Access to Amazon's technology roadmap
Joint innovation and development opportunities
Fair contracts and knowledge sharing
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Figure 1. Stakeholder Map - Amazon ConnectPlus Project

Senior Management

Provide strategic direction, approve
budgets and ensure project alignment
with Amazon's objectives.

Project Team

Responsible for planning, execution,
testing and delivery of the ConnectPlus
platform.

IT & Data Analytics

Develop Al algorithms, manage data
infrastructure and ensure system
performance and security.

Marketing & Customer Experience
Define customer engagement strategies

and ensure the platform meets customer
needs and expectations.

Customer Service Team
Support customers, gather feedback
and help increase loyalty programme
adoption.

Finance Department

Manage budgets, track costs and
evaluate the financial impact and
return on investment.

PROJECT GOAL

Improve customer loyalty,
engagement and retention
through Al-driven experiences
and data insights.

|

EXTERNAL STAKEHOLDERS

Customers

End users of ConnectPlus who expect
personalised experiences, rewards
and secure data handling.

9

Third-Party Sellers

Partners on Amazon marketplace
who rely on the platform for sales
and customer reach.

Suppliers & Logistics Partners
Ensure product availability, delivery
efficiency and supply chain reliability.

Connect

Al-Powered Loyalty

and Engagement Regulators & Government Bodies
Ensure compliance with data protection
laws, consumer rights and industry
regulations (e.g., ICO, CMA).

Platform

f

i PROJECT OUTCOME
Increased customer retention,
higher satisfaction, improved
data insights and sustainable
business growth.

Investors & Shareholders
Expect sustainable growth, innovation
and long-term financial performance.

Technology Partners

Provide cloud services, Al capabilities
and technological solutions that
support platform development.

Source: Author’s own work (2026).
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Figure 2. Power-Interest Matrix for the Amazon ConnectPlus Project

KEEP SATISFIED

Stakeholders have high power but lower interest.
Keep satisfied through regular strategic updates
and demonstrating compliance.

MANAGE CLOSEL

Stakeholders have both high power and high interest.
Manage closely with frequent communication,
involvement and collaboration.

| =

Regulators & Government Bodies

High power due to regulatory authority and
compliance requirements.

Technology Partners (Strategic)
High power through technology solutions
and integration capabilities.

Senior Management
High power to allocate resources and make strategic
decisions; high interest in project success.

Project Team

High power in day-to-day execution and delivery;

high interest in achieving project objectives.

IT & Data Analytics Department

High power through Al expertise and data management;
high interest in technological success.

Investors & Shareholders

High power through financial investment;
high interest in returns and long-term growth.

MONITOR

Stakeholders have lower power and lower interest.
Monitor their involvement and keep communication
minimal but adequate.

KEEP INFORMED

Stakeholders have high interest but lower power.
Keep informed through regular communication,
updates and feedback opportunities.

o® 0O

Suppliers & Logistics Partners
Low power in strategic decisions;
lower interest in project outcomes.

Other Supporting Vendors
Limited power and limited interest;
monitor for any potential impact on delivery.

Customers

High interest in personalised experiences and loyalty
benefits; lower power over decisions.

Marketing & Customer Experience Team

High interest in customer engagement and adoption;
lower power in strategic decisions.

Customer Service Team
High interest in customer satisfaction and feedback;
lower power over project decisions.

Low

INTEREST

Source: Author’s own work (2026).
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Figure 3. Stakeholder Salience Model for the Amazon ConnectPlus Project

Stakeholders are assessed based on the combination of three attributes:
Power, Legitimacy and Urgency.

POWER

Ability to influence
decisions and
allocate resources.

DORMANT

+ Regulators &
Government Bodies

DANGEROUS

+ Technology Partners
(Strategic)

« Key Suppliers

« Investors &
Shareholders

DEFINITIVE
+ Senior Management
+ Project Team

« IT & Data Analytics

LEGITIMACY Department URGENCY

Time-sensitive
claims or critical
needs requiring

immediate attention.

+ Rightful involvement
based on role,

+ contract, legal or
ethical expectations.

DEMANDING

« Customers
+ Customer Service Team

prioritise stakeholder engagement efforts Amazon can ensure successful implementation of
and allocate communication resources ConnectPlus, manage risks and deliver long-term

This model helps the Project Manager / By focusing on definitive and demanding stakeholders,
effectively throughout the project lifecycle. value to customers and the business.

Source: Author's own work (2026), SRR
based on Mitchell, Agle & Wood (1997).

DEFINITIVE

Stakeholders with Power,
Legitimacy and Urgency.
They are critical to the project
and require immediate and
continuous engagement.

DANGEROUS

Stakeholders with Power and
Urgency but without Legitimacy.
They can influence the project
and create pressure, so they
must be closely managed.

DORMANT

Stakeholders with Power and
Legitimacy but without Urgency.
They have influence and rightful
involvement but are not pressing
for immediate action.

DEMANDING

Stakeholders with Legitimacy

and Urgency but without Power.
They have valid and time-sensitive
needs, requiring strong attention
and support.

DISCRETIONARY (Not shown)
Stakeholders with only one attribute
(Power or Legitimacy or Urgency).
They have limited salience and
require minimal engagement.
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Table 4. Roles, Responsibilities, Benefits and Challenges of Key Stakeholders

Key Responsibilities

Provide strategic vision and direction.
Approve budgets and allocate resources.

Benefits to the Project

Strong governance and decision-making.

Adequate funding and resource availability.

Potent

| Challenges

Delayed decisions may affect timelines.

Shareholders

Monitor financial performance and ROI.
Evaluate strategic risks and opportunities.

« Support long-term growth and profitability.

« Transparent reporting and accountability.
Long-term business success.

Sustainable growth and increased market value.

Seriior + Changing business priorities can lead to
« Monitor project performance and ensure « Strategic alignment with Amazon's long-term scope changes.
Management - 3 3 P i "
alignment with business objectives. goals. « Competing initiatives may reduce
+ Manage organisational risks and priorities. + Increased confidence from stakeholders resource availability.
and investors.
) « Plan, schedule and coordinate project activities. | ° Efficient planning and execution. « Resource constraints and workload
Project « Manage resources, risks and project issues. N B‘?‘:‘e’ °°°'dd'“§"_°" greng dePa"“l"e“‘S- pressure.
Team + Communicate progress to all stakeholders. s/iHig P luctivity/and fasterjproblem « Schedule delays and unforeseen risks.
2 o 4 resolution. ges
+ Ensure delivery within scope, time and budget. | , g.ccecctil project delivery. + Communication gaps between teams.
« Design and develop the ConnectPlus platform. « Advanced Al capabilities and innovative « Technical failures or system downtime.
E &ID‘_‘ta « Integrate Al models and data analytics tools. ;‘Zﬁ;’;‘l’:’ﬂd i + Cybersecurity threats and data breaches.
nalytics . ity, pri s 4 e e g . ion difficulties with existi
Iyt Ensure data security, privacy and system reliabity. |, {gh o ality data insights for decision-making. Integration difficulties with existing
*Maiftain andlimproveisystemiperformance « Scalability and future-proof infrastructure. systems.
Marketing & | * Develop and implement marketing campaigns. | * :igher cu:torr:‘eir awlarenejs and adoption. « Ineffective campaigns can reduce
« Promote customer engagement and adoption. « Stronger brand loyalty and customer retention. engagement.
Customer - Conduct market resetch and anslyse indights. | * Valuable customer insights for continuous + Misalignment between customer needs
Experience z A improvement. and communication.
« Improve user experience and brand perception. 4 ;
+ Increased platform usage and engagement. + High marketing costs.
« Use the ConnectPlus platform and features. « Personalised experience and relevant rewards. + Resistance to change and new technologies.
Customers « Provide feedback and participate in surveys. « Greater convenience and engagement. « Concerns about data privacy.
« Engage with personalised offers and rewards. « Save money and time through tailored offers. « Low engagement if offerings are
« Share experience and influence other users. « Improved overall satisfaction and loyalty. not relevant.
+ Ensure compliance with laws and regulations. « Legal compliance and reduced risk of penalties. « Regulatory delays in approvals.
Regulators + Monitor data protection and consumer rights. « Strong governance and ethical standards. « Changes in laws or compliance
+ Provide guidance on legal and ethical standards. * Increased trust among customers requirements.
+ Conduct audits and enforce compliance. and stakeholders. « Strict data protection and reporting
« Sustainable and responsible innovation. obligations.
« Provide financial investment and capital. « Strong return on investment (ROI). « Pressure for quick financial returns.
Investors &

Market volatility and economic risks.
Concerns over profitability and
project costs.

Technology
Partners

Provide cloud infrastructure and Al technologies.
Support system integration and innovation.
Ensure technical compatibility and scalability.
Offer ongoing support and maintenance.

Access to advanced technologies and expertise.
Faster development and innovation.

Cost efficiency through partnerships.

Scalable and reliable technology solutions.

Dependency on external partners.
Integration and compatibility issues.
Service disruptions or vendor failures.

Source

\uthor's own work (2026).
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Table 5. Stakeholder Communication Plan

Stakeholder Information Required Communication Method Frequency Responsible Person

Overall project progress and status
Key risks and mitigation plans

Executive meetings

'“ Weekly ° Project Manager
Budget performance and forecasts Senior Management or as required . with support from
| Senior Strategic decisions and approvals briefings and formal for critical (V] Senior Management
Management required presentations decisions Team

Alignment with business objectives

Daily tasks and action items

Daily stand-up meetings

« Project milestones and deadlines Daily Project Manager
« Issues, risks and dependencies Team collaboration tools Short daily =
“ i and Team Leads
Project « Changes in scope or priorities (Microsoft Teams, Slack) updates ana
Taany B Perrcranc s s and shared dashboards
« New features and platform updates ; e
'Y X e e i 2 » Email, in-app notifications, et e
vl,l‘ + Benefits and rewards information v website updates lonthly . larketing ;
+ Service announcements g y or after major “ Customer Experience
c s lfecdback rtuniti Social media and customer Jatfo d T
ustomers urveys and feedback opportunities teaabatkaiieys platform updates eam
+ Changes that affect user experience
.- + Compliance reports and audits =
[ 111 « Data protection and privacy measures A Formal reports and Quarterly Compliance
& —l « Policy changes and implementation é document submissions A . Manager
egulators updates Official correspondence - B ith support from

and Government by regulations

and compliance portals Legal Department

Incident reports (if applicable)
Regulatory documentation

Financial performance and ROI

R i

il L Performance reports, Monthly Senior Management
Key achievements and milestones investor briefings Bl @' iFinanceibirecton)
« Market impact and growth metrics b i ; ah 1
Investors & « Risk management and mitigation 2 anars;an investor reporting with Investor Relations
Shareholders « Strategic future plans meetings cycle Team
« Technical requirements and updates : j Bi-weekly
'@‘ « System integration progress Technical meetings ded @ T Manager
) « Roadmap and innovation plans Videarconferencesand Origs posget P e
Technology « Issues, risks and resolutions R Collaboration platforms for technical with Technical Lead
Partners « Performance and service levels matters

Source: Author’s own work (2026) based on Project Management Institute (2021) and Bourne (2015).
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Table 6. Communication Channels and Stakeholder Engagement Techniques

Stakeholder Preferred Communication Channels Engagement Techniques Purpose / Objective Key Benefits

Executive meetings
Performance dashboards
Strategic presentations

Email summaries

Microsoft Teams
Daily stand-up meetings
Project management tool
(e.g., Jira, Asana, MS Project)
Internal email

Email newsletters
App notifications (in-app messages)
Social media (Facebook, X, Instagram)
Customer surveys & feedback forms
Help center / FAQ

Formal reports & documentation
Compliance portals

Regulatory meetings

Official correspondence

Financial reports
Investor presentations
Earnings calls / Webinars
Annual reports

Email updates

Technical meetings (online/offline)
Shared collaboration platforms
(e.g., Confluence, GitHub)

Email & instant messaging
Technical documentation portal

Strategic reviews
Decision-making workshops
One-to-one briefings
Escalation meetings

(for critical issues)

Daily collaboration
Agile/sprint reviews
Problem-solving sessions

Knowledge sharing

Feedback collection (surveys)
Beta testing / user trials
Community engagement
Focus groups

Regulatory consultation
Compliance audits
Policy review meetings
Impact assessments.

Performance reviews
Investor briefings
Q&A sessions

Roadshow presentations

Collaborative planning
Joint development sessions
Integration reviews
Knowledge exchange

Support strategic decision-making,

approve key plans and budgets,
and provide overall governance
and direction.

Coordinate daily activities,
monitor progress, resolve issues
and ensure tasks are completed
on time.

Inform about new features,
collect feedback and improve
the user experience to increase
adoption and satisfaction.

Ensure compliance with laws
and regulations, provide
transparency and address any
regulatory requirements.

Provide financial and strategic
updates, demonstrate value
creation and maintain investor
confidence.

Ensure smooth integration,
share technical updates and
collaborate on innovation and
problem resolution.

Source: Author's own work (2026) based on Project Management Institute (2021) and Bourne (2015).

Ensures alignment with business goals
Enables quick strategic decisions
Provides visibility of project performance

Strengthens governance and control

Improves team collaboration
Increases transparency
Helps identify and resolve issues early

Keeps the project on schedule

Increases customer engagement
Provides valuable insights for improvement
Builds trust and loyalty

Encourages platform adoption

Ensures legal and ethical compliance
Reduces risk of penalties
Builds credibility and trust

Supports sustainable operations

Maintains investor confidence
Attracts future investment
Promotes transparency and accountability

Strengthens long-term relationships

Improves integration and compatibility
Accelerates problem resolution
Encourages innovation

Strengthens strategic partnerships
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Table 7. RACI Matrix for the Amazon ConnectPlus Project

The matrix identifies the key stakeholders and clarifies their level of responsibility for each major project activity.

STAKEHOLDERS

PROJECT
< P o
ACTIVITY 9 g @ 17\
aia l“ - h’ E. L)
Senior Project IT & Data Marketing Customer Technology Regulators Customers
Management Manager Analytics Department Experience Partners (GDPR, FCA
Department Team etc.)
Define project objectives
e A R C C C G | |
Stakeholder analysis and
requirements gathering ! R c S S S c c
Platform design and
Afbaiciimer I A R C C G | |
Data security and
compliance review ! A R ! ! c c !
Testing and quality
i I A R C R C | |
Marketing and customer
engagement planning ! c c R R c ! c
Platform implementation
and launch A R R c c R ! !
Post-launch monitoring
and continuous | A R C R (&5 C G
improvement
R - Responsible A - Accountable C - Consulted 1 - Informed
LEGEND: Performs the work Ultimately accountable for the Provides input and expertise Kept informed about progress
to complete the activity activity and decision-making before decisions are made and outcomes

Source: Author’s own work (2026).




