Stakeholder Engagement Strategy for the Launch of ConnectPlus:
A Project Management Report for Tesco PLC


Executive Summary 
This report analyses the stakeholder management and engagement strategy for the effective implementation of ConnectPlus, a new AI-enabled customer loyalty and engagement platform proposed for Tesco PLC. The platform is designed to enhance customer experience through personalised recommendations, mobile rewards, and data-driven insights while supporting improved customer retention, informed decision-making, and competitive advantage across the UK and selected international markets.
The report relates and categorises the key internal and external stakeholders involved in the project using stakeholder management frameworks, including the Interest–Influence Matrix and the Salience Model. It analyses the duties, responsibilities, benefits, and challenges associated with each stakeholder group and highlights their contribution to the successful delivery of the project. Furthermore, the report evaluates stakeholder engagement strategies by applying recognised project management tools such as stakeholder engagement plans, communication plans, the RACI matrix, and the 4Cs model to promote effective collaboration, trust, and commitment throughout the project lifecycle.
The report also critically discusses potential conflicts, ethical considerations, and sustainability issues, including data privacy, AI transparency, and regulatory compliance. It concludes that effective stakeholder engagement is fundamental to achieving successful project implementation, strengthening organisational performance, enhancing customer satisfaction, and creating long-term value for both the business and its stakeholders in a highly competitive global retail environment.
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1. Introduction
Tesco PLC is one of the world's leading retail and e-commerce organisations, operating thousands of stores and serving millions of customers across the United Kingdom, Europe, and Asia. Established in 1919, the company has evolved from a traditional grocery retailer into a digitally driven business that combines physical stores with online shopping, mobile applications, and customer loyalty programmes. Through continuous investment in technology and innovation, Tesco seeks to enhance customer experience, improve operational efficiency, and maintain a competitive advantage in an increasingly digital retail environment.
To strengthen customer engagement and support its digital transformation strategy, Tesco plans to introduce ConnectPlus, an AI-enabled customer loyalty and engagement platform. The platform integrates artificial intelligence, mobile-based rewards, and data analytics to provide personalised product recommendations, targeted promotions, and real-time customer insights. The project is scheduled for implementation across selected domestic and international markets within six months, requiring effective coordination among diverse stakeholder groups operating across different cultural, legal, and business environments.
The success of ConnectPlus depends not only on technological capability but also on effective stakeholder management throughout the project lifecycle. According to R. Edward Freeman (1984), organisations create sustainable value by considering the interests of all stakeholders who can influence or are affected by organisational activities. Similarly, the Project Management Institute emphasises that identifying, analysing, and engaging stakeholders are essential processes for achieving project objectives, reducing resistance to change, and increasing the likelihood of project success.
This report critically examines the stakeholder management strategy for the ConnectPlus project by identifying and categorising key internal and external stakeholders, analysing their roles and responsibilities, and evaluating appropriate engagement approaches using recognised stakeholder management frameworks. Furthermore, it discusses potential challenges, conflicts, and ethical considerations associated with stakeholder engagement and assesses how sustainable stakeholder relationships can contribute to improved organisational performance, customer satisfaction, and long-term competitive advantage in the global retail and e-commerce sector.
2. SMART Objectives 
The ConnectPlus project aims to successfully launch the AI-enabled customer loyalty and engagement platform across selected UK and international markets within six months. The project seeks to achieve Specific objectives by implementing personalised recommendations, mobile rewards, and customer insight features. It is Measurable through targets such as increasing customer retention by 15%, improving active loyalty programme participation by 20%, and achieving 90% employee training completion before launch. The objectives are Achievable by leveraging Tesco's existing digital infrastructure and skilled workforce, Relevant to the company's digital transformation strategy and customer engagement goals, and Time-bound with all implementation milestones, stakeholder engagement activities, testing, and deployment completed within the planned six-month project schedule. 
3. Identification and Categorisation of Stakeholders 
The successful implementation of ConnectPlus, Tesco's proposed AI-enabled customer loyalty and engagement platform, depends on the effective identification and management of stakeholders whose interests, influence, and expectations can affect project outcomes. Stakeholders are individuals or groups who can influence or are influenced by a project's activities and results. According to R. Edward Freeman (1984), organisations achieve sustainable success by creating value for all stakeholders rather than focusing solely on shareholders. In project management, early stakeholder identification enables project managers to allocate resources effectively, reduce resistance to change, and encourage collaboration throughout the project lifecycle. This section identifies the key internal and external stakeholders involved in the ConnectPlus project by applying the Interest–Influence Matrix (Mendelow's Matrix) and the Stakeholder Salience Model.
3.1 Internal Stakeholders
Internal stakeholders are individuals or groups within Tesco who directly contribute to the planning, development, implementation, and management of ConnectPlus.
The Executive Board and Project Sponsor are among the most influential stakeholders because they provide strategic direction, approve budgets, and ensure that the project aligns with Tesco's digital transformation objectives. Their high level of authority and interest means they require continuous engagement throughout the project.
The Project Manager is responsible for coordinating project activities, managing resources, monitoring project performance, and ensuring that objectives are delivered on time, within budget, and according to quality standards. The project manager also acts as the primary communication link between all stakeholder groups.
The Information Technology (IT) Department plays a critical role in developing the AI platform, integrating existing systems, maintaining cybersecurity, and ensuring the platform performs efficiently across international markets. Since ConnectPlus relies heavily on advanced digital technologies, IT stakeholders possess both high interest and high influence.
The Product Development Team is responsible for designing customer-facing features, testing AI algorithms, and ensuring that the platform delivers a seamless user experience. Their technical expertise directly influences customer satisfaction and system performance.
The Marketing Department develops promotional campaigns, customer communication strategies, and launch activities. Marketing also uses customer insights generated by ConnectPlus to improve personalised promotions and strengthen customer loyalty.
The Sales and Customer Service Departments represent frontline stakeholders who interact directly with customers. Their feedback provides valuable information regarding customer needs, operational issues, and service improvements during implementation.
Other important internal stakeholders include the Human Resources Department, which coordinates employee training and change management activities, the Finance Department, which controls project budgets and evaluates financial performance, and the Legal and Compliance Team, which ensures compliance with data protection legislation, consumer protection laws, and international regulatory requirements.
3.2 External Stakeholders
External stakeholders influence project success despite operating outside Tesco's organisational structure.
The Customers are the most significant external stakeholders because ConnectPlus is designed to improve their shopping experience through personalised recommendations, digital rewards, and customised promotions. Their willingness to adopt the platform ultimately determines project success.
Technology Vendors and software suppliers provide AI technologies, cloud computing infrastructure, cybersecurity solutions, and system integration services. Their technical expertise supports platform development and long-term system reliability.
Business Partners and Suppliers collaborate with Tesco by integrating inventory systems, promotional campaigns, and supply chain information with ConnectPlus, enabling more personalised customer offers.
Government Regulators and data protection authorities ensure that Tesco complies with national and international regulations, including data privacy legislation, artificial intelligence governance, and consumer protection requirements. Their approval is essential for successful implementation across multiple countries.
Investors and Shareholders are interested in project performance because successful implementation is expected to improve profitability, customer retention, and long-term business growth.
Additional external stakeholders include financial institutions, local communities, media organisations, and industry associations, all of which may influence Tesco's reputation and public perception during the platform rollout.
3.3 Application of Mendelow's Interest–Influence Matrix
Mendelow's Interest–Influence Matrix provides a practical framework for prioritising stakeholders according to their level of interest in the project and their ability to influence project outcomes.
Stakeholders with high interest and high influence require close management because they directly affect project success. These include the Executive Board, Project Sponsor, Project Manager, IT Department, Product Development Team, Legal Department, and major technology vendors. Regular meetings, performance reports, and collaborative decision-making are appropriate engagement strategies for these stakeholders.
Stakeholders with high influence but low interest, such as investors and government regulators, should be kept satisfied through periodic performance updates and compliance reporting. Although they may not participate in daily project activities, their support remains essential.
Stakeholders with high interest but lower influence, including employees, marketing teams, customer service staff, and customers, should be kept informed throughout the project using newsletters, training programmes, surveys, workshops, and digital communication channels. Their feedback contributes significantly to user acceptance and service improvement.
Stakeholders with low influence and low interest, including local communities and the general public, require only periodic monitoring to ensure that emerging concerns are identified before they become significant risks.
Although Mendelow's Matrix is valuable for stakeholder prioritisation, it assumes stakeholder influence remains relatively stable throughout the project. In practice, stakeholder priorities may change as project risks, regulations, or organisational objectives evolve.
3.4 Application of the Stakeholder Salience Model
The Stakeholder Salience Model developed by Ronald K. Mitchell, Bradley R. Agle, and Donna J. Wood (1997) provides a more dynamic approach by evaluating stakeholders according to power, legitimacy, and urgency.
The Executive Board and Project Sponsor possess all three attributes, making them definitive stakeholders whose expectations require immediate attention. Customers also possess strong legitimacy and increasing urgency because their adoption determines commercial success. Government regulators become highly salient due to their legal authority and ability to delay implementation if compliance standards are not met. Technology vendors possess operational power because delays in software delivery or cybersecurity failures could significantly disrupt project progress.
Compared with Mendelow's Matrix, the Salience Model better reflects changing stakeholder priorities during complex international projects. For example, regulatory agencies may become increasingly influential when new AI governance regulations or data protection requirements are introduced.
3.5 Critical Evaluation
Using both stakeholder frameworks provides a comprehensive understanding of stakeholder management for ConnectPlus. Mendelow's Matrix assists project managers in allocating communication resources efficiently by identifying stakeholder priorities according to interest and influence. However, the Stakeholder Salience Model offers greater flexibility by recognising that stakeholder importance changes throughout the project lifecycle as organisational priorities, market conditions, and regulatory requirements evolve.
Applying these complementary frameworks enables Tesco to identify critical stakeholders, develop targeted engagement strategies, minimise project risks, and strengthen stakeholder commitment. Consequently, effective stakeholder identification and categorisation establish the foundation for successful stakeholder engagement, improved collaboration, and the successful international implementation of the ConnectPlus platform.






Framework 1
Internal stakeholders			External stakeholders
	Stakeholder
	Interest
	Influence
	Stakeholder
	Interest
	Influence

	Executive Board
	High
	High
	Customers
	High
	High

	Project Manager
	High
	High
	Suppliers
	Medium
	Medium

	IT Department
	High
	High
	Technology Vendors
	High
	Medium

	Product Development
	High
	High
	Investors
	Medium
	High

	Marketing
	High
	Medium
	Regulators
	High
	High

	Sales
	High
	Medium
	Data Protection Authorities
	High
	High

	Customer Service
	High
	Medium
	Local Communities
	Medium
	Low

	HR
	Medium
	Medium
	Media
	Medium
	Medium

	Finance
	Medium
	High

	Legal & Compliance
	High
	High



Framework 2 
Interest-Influence Matrix (Mendelow)
High Influence / High Interest
· CEO 
· Executive Board 
· Project Sponsor 
· IT Director 
· Legal 
Manage Closely

High Influence / Low Interest
· Investors 
· Government regulators 
Keep Satisfied






Low Influence / Low Interest
· General public 
· Local communities 
Monitor

Low Influence /High Interest
· Employees 
· Customers 
· Marketing 
Keep Informed








4. Roles, Responsibilities, Benefits and Challenges
The successful implementation of ConnectPlus requires the active participation of multiple stakeholders, each contributing unique expertise, resources, and perspectives. Their roles and responsibilities are essential for achieving project objectives; however, stakeholder involvement also presents several operational, strategic, and ethical challenges.
The Executive Board and Project Sponsor provide strategic leadership, approve project funding, and ensure that ConnectPlus aligns with Tesco's long-term business objectives. Their support enables efficient resource allocation and organisational commitment. The primary benefit they bring is decision-making authority and financial backing. However, competing organisational priorities and pressure to achieve rapid returns on investment may create conflicts regarding project scope, budget, or timelines.
The Project Manager is responsible for planning, coordinating, monitoring, and controlling project activities throughout the project lifecycle. The project manager acts as the central communication link among stakeholder groups and ensures that project objectives are achieved within agreed constraints. While effective coordination improves collaboration and reduces uncertainty, the project manager faces challenges associated with balancing diverse stakeholder expectations, managing risks, and resolving conflicts in a complex international environment.
The Information Technology (IT) Department plays a critical role in developing the AI infrastructure, integrating digital systems, ensuring cybersecurity, and maintaining platform performance. Their technical expertise enables innovation and supports the successful operation of ConnectPlus across different markets. Nevertheless, IT teams may encounter challenges related to system integration, data security threats, technological complexity, and the rapid evolution of artificial intelligence technologies.
The Product Development Team is responsible for designing user-friendly features, testing system functionality, and ensuring that personalised recommendations meet customer expectations. Their contribution enhances customer satisfaction and competitive advantage. However, balancing innovation with usability can be difficult, particularly when customer preferences vary across international markets.
The Marketing Department develops promotional campaigns, customer communication strategies, and market-specific branding activities. Marketing professionals contribute significantly to customer awareness and platform adoption. However, cultural differences, varying consumer behaviours, and differing market regulations can complicate communication strategies across global markets.
The Human Resources Department supports employee training, organisational change management, and workforce readiness. Effective training improves employee engagement and platform adoption. However, resistance to change and varying levels of digital literacy among employees may hinder successful implementation.
The Legal and Compliance Team ensures adherence to data protection regulations, consumer rights legislation, and international compliance requirements. Their involvement reduces legal risks and protects organisational reputation. However, managing compliance across multiple jurisdictions can be complex and costly, particularly as regulations surrounding artificial intelligence continue to evolve.
Among external stakeholders, customers are the most important because their acceptance ultimately determines project success. Customers benefit from personalised shopping experiences, targeted rewards, and enhanced convenience. However, concerns regarding privacy, data collection, and algorithmic decision-making may reduce trust if not managed transparently.
Similarly, technology vendors contribute specialist knowledge, infrastructure, and technical support that accelerate development and innovation. However, dependence on external suppliers can create risks related to service disruptions, integration failures, and contractual disputes.
From a critical perspective, stakeholder contributions create significant value but also generate tensions between organisational objectives and stakeholder expectations. For example, customers provide valuable behavioural data that improves AI-driven personalisation, yet excessive data collection may raise ethical concerns regarding privacy and surveillance. Likewise, senior management may prioritise profitability and efficiency, while regulators focus on compliance and consumer protection. These competing interests demonstrate that stakeholder management extends beyond coordination and requires continuous negotiation, communication, and trust-building. Consequently, understanding stakeholder roles, benefits, and challenges is essential for minimising project risks and ensuring the successful implementation of ConnectPlus across diverse international markets.
Freeman (1984), Mendelow (1991), Mitchell et al. (1997), PMI (2021)


Organise as a table.
	Stakeholder
	Responsibilities
	Benefits
	Challenges

	Executive Board
	Strategic decisions
	Funding
	Strategic conflicts

	Project Manager
	Delivery
	Coordination
	Time & cost pressures

	IT Team
	System development
	Innovation
	Cybersecurity

	Marketing
	Campaigns
	Brand awareness
	Cultural adaptation

	Legal
	GDPR compliance
	Risk reduction
	Different regulations

	Customers
	Feedback
	Better experience
	Privacy concerns

	Vendors
	AI technology
	Expertise
	System integration








5. Stakeholder Engagement Process and Conflict Management
5.1 Stakeholder Engagement Process
 An effective stakeholder engagement process is essential for the successful implementation of ConnectPlus. The project will follow the stakeholder engagement cycle recommended by the Project Management Institute, which includes identifying stakeholders, analysing their interests and influence, planning appropriate engagement strategies, implementing communication activities, monitoring stakeholder responses, and reviewing engagement outcomes throughout the project lifecycle. Continuous engagement enables the project manager to address stakeholder concerns, manage expectations, and encourage active participation in decision-making. Regular feedback sessions, progress reviews, and performance evaluations ensure that stakeholder relationships remain strong, risks are identified early, and the project remains aligned with organisational objectives and customer expectations.
PMBOK Stakeholder Engagement Cycle

5.2 Communication Plan
	Stakeholder
	Method
	Frequency

	Board
	Monthly reports
	Monthly

	Employees
	Workshops
	Weekly

	Customers
	Email & App
	Fortnightly

	Vendors
	Teams meetings
	Weekly

	Regulators
	Compliance reports
	Quarterly



A structured communication plan is essential for maintaining transparency, collaboration, and stakeholder commitment throughout the ConnectPlus project. The project manager will establish clear communication channels, methods, frequencies, and responsibilities tailored to each stakeholder group. Senior management will receive monthly progress reports and strategic review meetings, while project teams will participate in weekly meetings to monitor tasks and resolve issues. Employees will be engaged through training sessions, workshops, and internal newsletters, whereas customers will receive updates through emails, mobile notifications, and social media campaigns. Technology vendors and regulatory authorities will participate in scheduled review meetings and compliance reporting. Effective communication promotes timely information sharing, strengthens stakeholder trust, reduces misunderstandings, and supports informed decision-making across international markets. 
5.3 RACI Matrix
The RACI Matrix is an effective responsibility assignment tool that clarifies stakeholder roles and improves accountability throughout the ConnectPlus project. It categorises stakeholders as Responsible (R) for completing tasks, Accountable (A) for final decision-making, Consulted (C) for providing expertise and feedback, and Informed (I) for receiving project updates. For example, the Project Manager is accountable for project delivery, the IT Department is responsible for system development, the Legal and Compliance Team is consulted on regulatory matters, while the Executive Board is informed of project progress and strategic outcomes. Clearly defined responsibilities reduce role ambiguity, improve collaboration, minimise duplication of effort, and support timely decision-making throughout the project lifecycle.
	Activity
	PM
	IT
	Marketing
	Legal
	CEO

	AI Design
	A
	R
	C
	C
	I

	Data Protection
	I
	R
	I
	A
	I

	Marketing Campaign
	C
	I
	A
	C
	I

	Launch
	A
	R
	R
	C
	I


(R = Responsible, A = Accountable)
5.4 4Cs Model 
The 4Cs Model—Communication, Consultation, Collaboration, and Commitment—provides a structured approach to stakeholder engagement throughout the ConnectPlus project. Communication ensures stakeholders receive timely and accurate project information, while Consultation encourages feedback and incorporates stakeholder perspectives into decision-making. Collaboration promotes teamwork between internal departments, technology vendors, and external partners to achieve shared project objectives. Finally, Commitment focuses on building trust, accountability, and long-term stakeholder support through active participation and transparent leadership. Applying the 4Cs Model strengthens relationships, reduces resistance to change, improves stakeholder satisfaction, and enhances the likelihood of successfully implementing ConnectPlus across diverse local and international markets.

5.5 Conflict Management
Conflict management is a critical responsibility of the Project Manager during the implementation of ConnectPlus, as diverse stakeholder interests, cultural differences, and competing organisational priorities may lead to disagreements. The Thomas–Kilmann Conflict Mode Instrument (TKI) identifies five conflict-handling approaches: competing, collaborating, compromising, avoiding, and accommodating (Thomas and Kilmann, 1974). For the ConnectPlus project, the collaborating approach is the most appropriate because it encourages open communication, joint problem-solving, and mutually beneficial solutions while maintaining strong stakeholder relationships. The Project Manager should identify conflicts early through regular meetings, feedback sessions, and performance reviews, ensuring that concerns are addressed before they escalate. Where necessary, negotiation and mediation techniques can be used to balance stakeholder expectations and achieve consensus. Effective conflict management enhances trust, improves decision-making, reduces project delays, and supports successful stakeholder engagement across different cultural and international contexts (Project Management Institute, 2021). By fostering collaboration and transparency, the project team can minimise resistance to change and improve the likelihood of project success.

6. Sustainable Stakeholder Engagement and Business Performance
Sustainable stakeholder engagement is a strategic process that involves building long-term, transparent, and mutually beneficial relationships with stakeholders throughout the project lifecycle. For the ConnectPlus project, sustainable engagement extends beyond the successful launch of the AI-enabled customer loyalty platform by ensuring continuous collaboration with employees, customers, technology partners, regulators, and investors. According to Freeman (1984), organisations create long-term value by recognising and balancing the interests of all stakeholders rather than focusing solely on shareholder returns. Sustainable stakeholder engagement therefore contributes significantly to organisational resilience, innovation, customer satisfaction, and competitive advantage.
One of the most significant impacts of sustainable stakeholder engagement is improved customer loyalty and business performance. Customers are the primary users of ConnectPlus and play a crucial role in determining its success. Regular communication, personalised services, and opportunities for customer feedback increase trust and encourage long-term participation in loyalty programmes. Engaged customers are more likely to remain loyal, make repeat purchases, and recommend the brand to others, resulting in increased customer lifetime value and higher revenue. Furthermore, continuous customer feedback enables Tesco to refine AI-driven recommendations and improve service quality, creating a cycle of continuous innovation and customer satisfaction (Kotler and Keller, 2016).
Sustainable engagement also contributes to employee performance and organisational commitment. Employees involved in system development, marketing, customer service, and project delivery require ongoing communication, training, and participation in decision-making. When employees understand project objectives and feel valued, they are more motivated to support organisational change and adopt new technologies. Effective stakeholder engagement therefore reduces resistance to change, improves productivity, and strengthens organisational culture. According to Armstrong and Taylor (2023), employee engagement enhances organisational performance by improving motivation, collaboration, and innovation.
Another important benefit is better decision-making and innovation. ConnectPlus relies heavily on artificial intelligence and customer analytics to deliver personalised shopping experiences. Continuous engagement with customers, technology vendors, and business partners provides valuable insights that support product improvement and innovation. Technology suppliers contribute specialist expertise in artificial intelligence, cybersecurity, and cloud computing, while customer feedback identifies opportunities for service enhancement. Collaborative stakeholder relationships therefore improve organisational learning and enable Tesco to respond quickly to changing customer preferences and market conditions (Freeman, Harrison and Zyglidopoulos, 2018).
Sustainable stakeholder engagement also enhances risk management and regulatory compliance. As ConnectPlus collects and analyses large volumes of customer data, maintaining transparent relationships with legal teams, regulatory authorities, and data protection agencies is essential. Early consultation with these stakeholders helps identify compliance risks before implementation and ensures adherence to data protection legislation such as the UK General Data Protection Regulation (UK GDPR). Proactive engagement reduces legal risks, protects organisational reputation, and strengthens public confidence in the responsible use of artificial intelligence. Effective governance also demonstrates accountability and supports ethical business practices (Project Management Institute, 2021).
Despite these benefits, sustainable stakeholder engagement presents several challenges. Managing stakeholders across different countries requires significant financial resources, continuous communication, and effective coordination. Cultural differences may influence communication styles, decision-making processes, and stakeholder expectations, making global engagement more complex. In addition, balancing conflicting stakeholder interests can be difficult. For example, senior management may prioritise profitability and rapid implementation, whereas regulators focus on legal compliance and customers emphasise privacy and transparency. The project manager must therefore negotiate competing expectations while maintaining stakeholder trust and project objectives (Bourne, 2016).
Ethical considerations are particularly important because ConnectPlus uses artificial intelligence and customer data to generate personalised recommendations. Although data analytics improves customer experience, excessive data collection or opaque algorithms may raise concerns regarding privacy, surveillance, and discrimination. Customers increasingly expect organisations to explain how personal information is collected, processed, and protected. Failure to maintain transparency could reduce customer confidence and damage Tesco's reputation. Therefore, ethical stakeholder engagement requires informed customer consent, secure data management, algorithmic fairness, and clear communication regarding AI decision-making processes (Floridi and Cowls, 2019).
Another important aspect of sustainable stakeholder engagement is its contribution to corporate sustainability and environmental, social, and governance (ESG) performance. Strong stakeholder relationships encourage responsible business practices, enhance corporate governance, and improve organisational accountability. By engaging employees, suppliers, customers, and local communities, Tesco can identify opportunities to reduce environmental impacts, improve social responsibility, and strengthen ethical supply chain management. This aligns with Elkington's (1997) Triple Bottom Line framework, which argues that sustainable business success depends on balancing economic, social, and environmental performance rather than focusing solely on financial outcomes.
From a strategic management perspective, sustainable stakeholder engagement strengthens Tesco's competitive advantage by creating trust, encouraging innovation, and improving organisational adaptability. Long-term stakeholder relationships increase organisational resilience during periods of technological change and market uncertainty. Continuous engagement also enables Tesco to identify emerging customer needs, respond proactively to regulatory changes, and develop innovative digital services that differentiate the company from competitors. Consequently, stakeholder engagement becomes a strategic capability that supports long-term business growth rather than simply a project management activity.
Overall, sustainable stakeholder engagement has a significant positive impact on business performance through improved customer loyalty, employee commitment, innovation, regulatory compliance, and organisational reputation. While challenges relating to culture, ethics, and conflicting stakeholder interests remain, adopting transparent communication, responsible governance, and collaborative decision-making enables Tesco to maximise stakeholder value and successfully implement ConnectPlus across international markets. Sustainable stakeholder relationships therefore provide the foundation for long-term organisational success, competitive advantage, and responsible digital transformation.















7. Recommendations and Conclusion 
The successful implementation of ConnectPlus depends on adopting a proactive and sustainable stakeholder engagement strategy that promotes collaboration, trust, and continuous communication throughout the project lifecycle. First, Tesco should establish a structured stakeholder engagement plan that clearly defines stakeholder roles, communication channels, and responsibilities to ensure transparency and accountability. Second, the organisation should invest in comprehensive employee training and change management programmes to improve digital skills and reduce resistance to the adoption of the new platform. Third, regular customer feedback should be collected through surveys, mobile applications, and social media to support continuous improvement of AI-driven services and customer experiences.
Furthermore, Tesco should strengthen data governance by ensuring compliance with the UK General Data Protection Regulation (UK GDPR) and international privacy regulations through transparent data management practices and ethical AI implementation. Collaboration with technology vendors, regulators, and business partners should also be maintained through regular meetings, performance reviews, and shared decision-making to minimise project risks and support innovation. Finally, stakeholder satisfaction should be monitored using key performance indicators (KPIs), allowing the project team to evaluate engagement effectiveness and make timely improvements throughout the implementation process.
In conclusion, stakeholder engagement is a critical success factor in delivering the ConnectPlus platform across domestic and international markets. The application of stakeholder management frameworks, including the Interest–Influence Matrix, Stakeholder Salience Model, RACI Matrix, Communication Plan, and 4Cs Model, provides a structured approach to identifying stakeholder priorities, enhancing collaboration, and managing conflicts effectively. Sustainable stakeholder engagement contributes to improved customer loyalty, employee commitment, regulatory compliance, innovation, and long-term organisational performance. Although challenges such as cultural differences, competing stakeholder interests, and ethical concerns regarding artificial intelligence and data privacy remain, these can be effectively managed through transparent communication, responsible leadership, and continuous stakeholder involvement. Consequently, by embedding stakeholder engagement into every stage of the project lifecycle, Tesco can maximise the successful adoption of ConnectPlus, strengthen its competitive advantage, and support sustainable business growth in the global retail and e-commerce industry.
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