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Executive Summary 
This report looked on identifying and analyzing Tesco’s key stakeholders whose involvement and cooperation are essential for the success of designing a new platform. This platform called ConnectPlus integrates AI driven personalized recommendations, mobile-based rewards, and data-driven customer insight features designed to improve customer retention, data-driven decision-making and brand differentiation. Ultimately, this platform would help Tesco’s thrive as a company and increase overall.
This analysed and identified both internal and external stakeholders using the Power of-Interest Matrix and Mitchell, Agle and Wood’s (1997). The Salience Model is also used to figure out the stakeholder influence, urgency, legitimacy and engagement priorities. Although the power of Interest Matrix provided a practical method for stakeholder prioritization, the report also found that the stakeholder influence changed throughout the project lifecycle, proving the value of combing both models to support more informed decision-making.
A structured stakeholder RACI matrix, communication plan and engagement plan were developed to find responsibilities, establish appropriate communication channels and strengthen collaboration between project participants. This report also applied the Thomas-Kilmann Conflict and 4C’s stakeholder engagement Mode Instrument to evaluate methods for promoting collaboration, managing stakeholder expectations, and resolving potential conflicts arising from digital transformation.
The report therefore recommended adopting a dynamic stakeholder management approach supported by regular stakeholder reviews, continuous communication, and ongoing evaluation to maximize the success of the ConnectPlus platform.
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Introduction
Tesco is one of the largest, well-known supermarket chains and global retailers in the UK. The company was founded by Jack Cohen in 1919, who started selling groceries from a market stall in East London. Over the years, Tesco has grown significantly and has become one of the leading supermarkets within the UK retail industry. Tesco provides a range of products and services such as groceries, clothing, household products, online shopping, and other everyday items. Tesco also has different stores including Tesco Express, Tesco Extra, and Tesco Superstores, making it more accessible for customers to shop. It also provides customers with the option to shop online, making it even easier for consumers to shop online from the comfort of their own home. 
Tesco’s main aim as a company is to provide customers with the best value for good-quality products at affordable prices while making shopping flexible and convenient. The business has developed its online services, that allow customers to order its products through its website and have them delivered to their homes. To ensure that Tesco maintains its value of affordable prices, Tesco offers a Clubcard loyalty programme. Clubcard allows customers to collect points while they shop and receive offers and discounts. This helps build strong customer relationships and encourages them to continue shopping with the company. 
Overall, Tesco has expanded from a small market stall business into a successful international retail business. Its strong brand, online services, a wide range of products, and accessibility have helped the company become a major business. Therefore, Tesco is a useful business when researching and understanding because it presents how a large and successful company operates within the competitive retail industry. 

SMART Objectives
	Objective
	Specific 
	Measurable
	Achievable
	Relevant 
	Time-based

	Increase Connect Plus customer engagement by 15%.

	Increase the number of customers actively using Connect Plus through personalized offers and rewards. 
	Measure a 15% increase in active users.
	Use Tesco’s existing Clubcard and app technology to encourage engagement.
	Increase customer interaction and loyalty with Tesco. 
	Within 6 months.

	Increase Connect Plus sales by 10%.

	Encourage Connect Plus customers to purchase more through personalized discounts and recommendations. 
	Measure a 10% increase in sales from Connect Plus users.
	Tesco can use customer shopping data to provide targeted offers. 
	Help Tesco increase revenue and customer spending. 
	Within 6 months. 

	Increase customer retention by 10%.

	Encourage customers to continue shopping with Tesco by offering exclusive Connect Plus rewards. 
	Measure a 10% increase in customer retention. 
	Tesco can use Clubcard rewards and exclusive benefits to encourage repeat purchases.
	Supports customer loyalty and reduces customers by switching to competitors.
	Within 6 months. 

	Increase customer satisfaction by 15%. 

	Improve the Connect Plus experience by making offers more relevant and easier to use. 
	Measure a 15% increase in positive customer feedback and satisfaction. 
	Tesco can collect feedback through its app and customer surveys. 
	A better customer experience can increase loyalty and repeat purchases. 
	Within 6 months. 




Identifying key stakeholders
	Stakeholder Type
	
Stakeholder Group

	
Roles & Responsibilities

	Internal
	Employees 
	Execute daily operations, contribute to innovation and efficiency, ensure customer satisfaction, and uphold company values and standards. 

	Internal
	Management
	Develop and implement strategic goals, oversee operations, ensure financial health, and maintain corporate governance.

	Internal
	Board of Directors
	Provide oversight, set strategic direction, and ensure accountability to shareholders. 

	Internal
	Shareholders
	Provide capital, vote on key corporate decisions, and hold management accountable for performance. 

	External 
	Customers
	Purchase products, provide feedback, influence product development, and brand perception.

	External
	Suppliers
	Provide raw materials, manufacture products, maintain quality standards, and ensure timely delivery. 

	External
	Regulatory Bodies
	Ensure compliance with laws and regulations, oversee labor practices, environmental impact, and corporate governance. 

	External 
	Communities 
	Engage with the company’s CSR activities, provide local labor, and are impacted by the company’s environmental and social practices. 



Stakeholders- Benefits and Challenges
[bookmark: _Int_twG0ZP2A]For Employees, effective stakeholder engagement can provide several important benefits to both employees and the organization. Employees can experience greater motivation, engagement and commitment when they feel like their opinions and contributions are being considered and valued by the company. This can then lead to contributing new ideas and implementing these and greater innovation within the business. Strong employee engagement can also help create a positive organizational culture where employees feel important and involved within the decision-making process. Additionally, satisfied employees promote a positive brand image and reputation of the said organization, as they are more likely to provide better customer service and a better workplace environment. Therefore, maintaining positive relationships within the workplace benefits both the employees as well as the organization. (Whittington et al., 2017). 
On the other hand, managing employees as a stakeholder can have its challenges. Employees have different needs and expectations, which can be difficult for the management team to satisfy all individuals at the same time. In addition, it is difficult to manage different views across employees and departments which have different levels of responsibility. Furthermore, high employee turnover can create more challenges due to continuous recruitment and training for new employees. This can cause a shift in productivity, costs, and operations. If employees feel that their concerns are not valued and considered, this could affect a huge shift in motivation and engagement and overall have a negative effect and outcome on the business’ performance. (Whittington et al., 2017). 
For Management, effective stakeholder engagement can help with better decision-making by allowing managers to consider the ideas and expectations of different stakeholders' groups when developing business strategies. Management can benefit from having strong strategic oversight because this helps ensure that business activities remain aligned with the organization's goals and objectives. Additionally, effective communication with stakeholders helps managers to identify and understand potential issues before they become significant problems. By maintaining strong relationships with key stakeholders. Management can make more informed decisions and ensure that strategic plans consider the business’ priorities and stakeholders' expectations. (Haslam and Shenoy, 2018). 
However, despite these benefits, management also faces challenges when attempting to balance the interests of stakeholders. A major issue is finding the balance between short-term financial goals and long-term strategic goals. Management may face pressure to deliver immediate results, while other stakeholders may be more concerned with long–term growth, sustainability, employee wellbeing, and customer satisfaction. Another major issue is the imbalance between senior management's strategic decisions and the perspectives of employees working at a lower level. If management does not communicate effectively with employees and other stakeholder groups, important concerns may be overlooked. Therefore, managers need to maintain effective communication and stakeholder engagement to ensure that strategic decisions reflect the business’ objectives and its expectations of those affected by them. (Haslam and Shenoy, 2018). 

Stakeholders Analysis Tool
	Power/ Interest Level 
	High Interest
	Low Interest

	High Power
	Board of Directors
	Regulatory Bodies

	High Power
	Management 
	Suppliers

	Low Power
	Employees
	Communities 

	Low Power
	Customers
	NGO’s
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Stakeholder Mapping helps the Project Manager priorities of stakeholders according to their influence and interest, ensuring communication and engagement activities are tailored to each group of importance (Mendelow, 1991). 
Stakeholder Mapping, also known as the Power-Interest Matrix, is used to classify stakeholders according to their level of power and interest within a project. (Mendelow, 1991). This helps the Project Manager to find out the most affective engagement strategy for each stakeholder group. 
Stakeholders with high power and interest include, Board of Directors, Executive Leadership Team, Project Manager, IT & Digital Team, should be managed closely because they have significant influence over project and decision-making. 
Stakeholders with high power but lower interests include Shareholders, Financial Institutions and Payment Service Providers, should be kept satisfied through regular updates and compliance to maintain their support. 
Stakeholders with lower power but high interest, including Customers, Marketing, Human Resources, Store Managers and Suppliers, should be kept informed throughout the project. This is due to their feedback being very effective for the success of the Connect Plus platform. 
Lastly, stakeholders with low power and interest, including local communities, the media, public and small business partners, require monitoring to identify and change their level of influence or interest over the duration of the project. 

Salience Model
	Stakeholder 
	Power
	Legitimacy
	Urgency
	Classification

	Board of Directors
	High 
	High
	High
	Definitive Stakeholder

	Executive Leadership Team
	High
	High
	High
	Definitive Stakeholder

	Customers 
	Medium
	High
	High
	Dependent Stakeholder

	Shareholders
	High
	High
	Medium
	Dominant Stakeholder

	IT & Digital Team
	Medium
	High
	High
	Dependent Stakeholder

	Information Commissioner’s Office (ICO)
	High
	High
	High
	Definitive Stakeholder 
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The Stakeholder Salience Model developed by Mitchell, Agle, and Wood (1991) prioritizes stakeholders according to three main attributes: power, legitimacy, and urgency. Power is where the stakeholder has control and influence over the project. Legitimacy is where the stakeholder either has a moral claim or legal organizational claim. Finally, urgency is whether the stakeholder’s claim requires supervision. 
An advantage to using this Model is that it requires more detailed analyzation than the Power-Interest Matrix as it shows that power is not the only reason why a stakeholder acquires attention. This Model allows the Connect Plus team to adapt to changing its engagement prioritizes depending on the circumstances. An example of this is; the Board may be significant during approval, employees during training and customers during launch. Additionally, this helps management with better allocation of management attention. 
On the other hand, a disadvantage to this Model is that it requires continuous assessment due to the constant salience change throughout the course of the project. The stakeholders’ attributes are considered more effective than the relationship between the stakeholders. 


Roles of the Manager in Engaging Stakeholders
As the Project Manager for Tesco, my first step would be to identify all the stakeholders who could be involved in the development and launch of Connect Plus. This is important because different stakeholders will have different interests, expectations, and levels of influence over the project. If Tesco understands these differences from the beginning, it will be easier to communicate with stakeholders and deal with any problems that may happen during the project. 
The main internal stakeholders would include Tesco’s senior managers, employees, store managers, IT department, marketing team, financial team, and customer service staff. External stakeholders would include customers, suppliers, technology companies, regulators, investors, and local communities. Customers would be one of the most important stakeholders because they will be using Connect Plus, and their data will be used to provide personalized recommendations and rewards. 

I would use a stakeholder matrix to help Tesco understand which stakeholders need the most attention. The matrix can be based on their level of power and interest in the project. Stakeholders with high power and interest would need to be managed closely because they can have a major impact on the success of Connect Plus. Stakeholders with high power but lower interest should be kept satisfied, whole stakeholders with lower power, but high interest should be kept informed. Stakeholders with low power and lower interest would only need to be monitored. This would help Tesco use its time and resources effectively. 

For example, Tesco’s senior management would have a high level of power and interest because they are responsible for approving the project and providing resources. They would therefore need regular updates about the progress of Connect Plus. Technology partners would also be important because they would be involved in developing and maintaining the platform. Customers may have less power than senior managers, but they have a higher interest because they will be directly affected by the new platform. Tesco should therefore give customers opportunities to provide feedback about their experiences. 

Stakeholder typology can also be used to understand stakeholders in more detail. This is useful because stakeholders can have different levels of power, legitimacy, and urgency. For example, regulators may become particularly important if there are concerns about how Tesco collects and users’ customer data. Customers may also become more important if they have concerns about privacy or AI. This means that Tesco should regularly review its stakeholders instead of assuming that their level of influence will stay the same throughout the project. 

I would also create a stakeholder engagement plan. This would show who the main stakeholders are, what their interests are, and how Tesco plans to communicate with them. For example, senior managers could receive regular progress reports and attend project meetings. Employees could be involved through training sessions and workshops. Customers could be asked for their opinions through surveys, focus groups, and feedback through the Tesco app. This would allow Tesco to understand stakeholder concerns before the platform is fully launched. 
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A communication plan would also be important for the project. Not every stakeholder needs the same type of information. Senior management would be more interested in the cost, progress, and expected benefits of Connect Plus, while employees would need to understand how the platform could affect their daily work. Customers would need simple and clear information about what Connect Plus does and how their personal information will be used. Communication should also be two-way, meaning Tesco should listen to stakeholders rather than only giving them information. 
[image: ]

RACI Matrix
The RACI matrix could help Tesco make responsibilities clearer. RACI stands for Responsible, Accountable, Consulted, and Informed. For example, the IT department could be responsible for developing the technical side of Connect Plus, while the Project Manager could be accountable for making sure the overall project meets its objectives. Marketing teams could be consulted about how the platform is promoted to customers, while employees and customers could be kept informed about major changes. Having clear responsibilities could reduce confusion between departments. 
	Project Activity
	Project Manager
	Senior Management
	IT Team
	Marketing Team
	Employees
	Customers
	Technology Partners
	Regulators

	Set project objectives 
	A/R
	C
	C
	C
	I
	I
	C
	I

	Develop Connect Plus
	A
	I
	R
	C
	C
	C
	R
	I

	Customer research
	A
	I
	C
	R
	C
	R/C
	I
	I

	Data protection & privacy
	A
	C
	R
	C
	I
	C
	C
	R

	Employee training
	A
	I
	C
	C
	R
	I
	C
	I

	Marketing & promotion
	A
	C
	C
	R
	C
	I
	I
	I

	Pilot launch
	A
	C
	R
	R
	R
	C
	R
	C

	Collect customer feedback
	A
	I
	C
	R
	R
	R
	I
	I

	International rollout 
	A
	R
	R
	R
	C
	C
	C
	C

	Monitor project performance
	R
	A
	C
	C
	C
	C
	C
	I



R= Responsible 
A= Accountable
C= Consulted 
I= Informed

	Local Communities 
	Positive relationships
	Feedback and community support
	Community meetings and engagement activities. 



4C Model
Another model that could be useful is the 4C model, which includes communication, collaboration, consultation, and commitment. Communication means that Tesco needs to provide stakeholders with clear information about Connect Plus. Collaboration means working together with stakeholders to find solutions and improve platforms. Consultation gives stakeholders the opportunity to share their opinions before important decisions are made. Finally, commitment means that Tesco needs to show stakeholders that it takes their views seriously and is willing to make improvements when necessary. 

	4C
	Explanation 
	How Tesco could use it for Connect Plus

	Communication
	Sharing clear and regular information with stakeholders
	Tesco could update customers and employees about how Connect Plus works and how their data is being used.

	Collaboration
	Working together with stakeholders to achieve a shared goal
	Tesoc could work with employees, IT teams and technology partners to develop and improve Connect Plus

	Consultation
	Asking stakeholders for their opinions before making decisions
	Tesco could use customer surveys and employee feedback to identify improvements to the platform

	Commitment 
	Showing stakeholders that Tesco takes their views seriously and will act on feedback
	Tesco could make changes to Connect Plus based on stakeholder feedback and regularly review its performance. 




There could also be conflicts between different stakeholders. For example, Tesco may want to collect more customer data because this could help improve personalized recommendations. However, customers may be worried about how much of their personal information Tesco is collecting. Employees may also be concerned that the new technology could increase their workload or change the way they work. These differences could create resistance to Connect Plus if they are not managed properly. 
To deal with conflicts, I would encourage open communication between different stakeholders. Meetings, workshops, and feedback sessions could give stakeholders the opportunity to explain their concerns. Tesco could then look at the different options and try to find a solution that works for the project while also considering stakeholder needs. If a serious disagreement cannot be solved, a senior manager or independent person could help resolve the conflict.
Another important issue is the international rollout of Connect Plus. Tesco operates in different markets, so customers may have different cultures, expectations, and attitudes towards technology and data. Tesco should therefore avoid using exactly the same approach in every country. Local employees and managers should be involved because they will have a better understanding of the customers in their market. This could make it easier for Tesco to adpat Connect Plus to different countries. 
Overall, stakeholder engagement should continue throughout the whole project. Tesco should identify stakeholders during the planning stage, communicate with them during development, involve them during implementation, and collect feedback after the launch. By doing this, Tesco can build stronger relationships with stakeholders, reduce resistance, and increase the chances of Connect Plus being successful. 


 
Importance of Stakeholder Engagement
Sustainable stakeholder engagement could have a positive effect on Tesco’s overall business performance. This is due to the success of ConnectPlus will not only depending on the technology but also on whether customers, employees and other stakeholders accept and support it. Good stakeholder engagement can help Tesco understand what people want, identify problems earlier, and make better decisions. 
One of the biggest benefits could be improved customer loyalty. Connect Plus is designed to provide customers with personalized recommendations and rewards. If customers find these offers useful, they may be encouraged to continue shopping with Tesco. This could help Tesco retain existing customers and potentially attract new ones. However, Tesco needs to be careful when using customer data. Customers may not be comfortable if they feel that too much information is being collected about them. Therefore, Tesco needs to make sure that customers understand how their information is being used. 
Employee engagement could also have an impact on the success of Connect Plus. Employees will be involved in helping customers use the new system and may have to change some of the ways that they work. If Tesco involves employees in the project and provides suitable training, they are more likely to understand the benefits of Connect Plus. This could reduce resistance to new technology. On the other hand, if employees feel that they have not been listened to, they may be less willing and less motivated to support the change. 
Stakeholder engagement can also improve decision-making. Customers and employees can provide information that senior managers may not have. For example, customers could identify problems with the rewards system, while employees could identify issues using the platform in stores. Listening to these stakeholders could allow Tesco to fix problems before the full international launch. 
Using a stakeholder matrix would help Tesco decide which stakeholders need the most attention. This could be useful because it would not be possible to give every stakeholder the same level of attention. However, one weakness of a stakeholder matrix is that people's level of interest and power can change. A stakeholder who has little interest at the start of the project could become more important later. Therefore, Tesco should review its stakeholder analysis regularly. 
There could also be financial benefits from successful stakeholder engagement. If Connect Plus increased customer loyalty and engagement, Tesco could potentially increase sales and improve customer retention. Better customer information could also help Tesco make more informed marketing decisions. However, the development of the platform will also cost money. Tesco will need to invest in technology, staff training, cybersecurity, and communication. Therefore, Tesco needs to make sure that the benefits of Connect Plus justify these costs. 
Another important benefit is Tesco’s reputation. Customers are becoming more aware of how companies use their personal information. If Tesco handles customer data poorly, this could damage customer trust and the company’s reputation. By communicating openly with customers and other stakeholders, Tesco can show it takes privacy and responsible use of technology seriously. 
However, stakeholder engagement can also create some challenges. Consulting too many people can make the decision-making process slower. Stakeholders may also have different opinions about what Tesco should do. For example, Tesco may want to use more customer data to improve personalized offers, while customers may want more privacy. Therefore, the Project Manager will need to balance different stakeholders' interests rather than trying to satisfy everyone. 
The international nature of Connect Plus creates another issue. Different countries have different cultures, laws, and customer expectations. A strategy that works well in the UK may not work in another country. Tesco should therefore involve local teams when launching Connect Plus in different markets. Although this may take more time and resources, it could reduce the risk of problems during the international rollout. 
Overall, I believe that sustainable stakeholder engagement could have a positive impact on Tesco’s business performance if it is managed properly. It could help improve customer loyalty, employee support, decision-making, and Tesco’s reputation. However, Tesco needs to recognize that effective engagement requires time, money, and continuous communication. 
To measure whether stakeholder engagement is helping the project, Tesco should monitor areas such as customer satisfaction, customer retention, app usage, employee feedback, and customer complaints. These measures would allow Tesco to see whether Connect Plus is achieving its objectives and whether changes are needed. 
In conclusion, stakeholder engagement should be seen as an important part of the Connect Plus project rather than something that is only done at the beginning. By listening to customers, employees, and other stakeholders and responding to their concerns, Tesco can improve the chances of a successful launch. This could help Connect Plus create long-term value for Tesco while also providing benefits for its customers and other stakeholders. 








Recommendations
1. Improving stakeholder communication. 
Tesco should create a clear stakeholder engagement plan so that customers, employees, managers, suppliers, and other important stakeholders are regularly updated about the progress of Connect Plus. This would also give stakeholders the opportunity to provide feedback and raise concerns. 

2. Focus on data privacy and ethical AI. 
Tesco should ensure that customer data is collected and used responsibly. Customers should have clear clarification about how their data is being used, while Tesco should regularly check that its AI recommendations are fair, accurate, and secure

3. Test Connect Plus before launching globally. 
Tesco should first introduce Connect Plus in a small number of selected markets before going international. Tesco can use customer feedback and performance results from these markets to identify problems and make improvements before the full launch. 

Conclusion
Overall, the launch of Tesco’s Connect Plus platform could provide the company with a good opportunity to improve customer loyalty and engagement in both UK and international markets. Tesco already has strong relationships with its customers through Clubcard, so Connect Plus could build on this existing system by using customer data to provide more personalized recommendations, rewards and offers. This could help Tesco understand its customers better and encourage them to continue shopping within the business. However, the success of the platform will depend on how well Tesco manages and communicates with its different stakeholders. Customers, employees, managers, suppliers, technology partners, and regulators will all have different interests and expectations towards the project. For this reason, Tesco needs to make sure that stakeholders are kept informed and have opportunities to provide feedback throughout the development and implementation of Connect Plus. This is very important when using customer data and artificial intelligence, as customers may have concerns about privacy, security, and how their personal information is being used. Another important factor is the international nature of the project. Tesco operates in different markets, meaning that customers may have different cultural expectations, behaviors and legal requirements. Therefore, Tesco should not assume that the same approach will work in every country. Engagement strategies should be adapted to suit the needs of each market. In conclusion, effective stakeholder engagement will be an important part of making Connect Plus successful. Tesco should focus on communication, trust, ethical use of data, and continuous feedback. If these areas are managed effectively, Connect Plus could help Tesco improve
customer relationships, increase customer retention, and strengthen its position within the competitive retail and e-commerce industry.
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How the Stakeholder Salience Model Works

Prioritize stakeholders by power, legitimacy, and urgency—then translate salience into governance action.
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