


[image: Text

Description automatically generated]


Individual Report

Title: Understanding the Importance of Stakeholder Engagement in the Successful Commencement and Completion of a Project


Name: Valdice Cristina Albuquerque Sousa
ID: 2435221





Module: Understanding and Engaging Stakeholders
Module Code: LCLM5001
Lecturer: Muhammad Tariq
Submission Date: 18 August 2026

[bookmark: _Toc237869022]Abstract
This report examines stakeholder engagement in the ConnectPlus project at ASDA. The report identifies key internal and external stakeholders and analyses their power, interest, influence and responsibilities. Different stakeholder management tools are applied, including stakeholder mapping, the Power–Interest Matrix, the Salience Model, the Stakeholder Engagement Plan, the Communication Plan, the RACI Matrix and the 4Cs framework. The report also considers the benefits, challenges, sustainability and risks of stakeholder engagement. The findings show that clear communication, appropriate stakeholder involvement and regular monitoring can support successful project implementation. The report concludes with recommendations to improve stakeholder relationships, manage risks and support the successful delivery of ConnectPlus.
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[bookmark: _Toc237869024]Executive Summary
This report examines stakeholder engagement in the ConnectPlus project at ASDA. The project aims to introduce a digital platform using Artificial Intelligence (AI) to provide personalised recommendations, improve customer experience and increase customer loyalty within a six-month project period.
The report identifies the main internal and external stakeholders and analyses their roles, interests, power and influence. Key internal stakeholders include Senior Management, the Project Manager, the IT Team, Marketing, Sales, Customer Service and Store Managers and Employees. External stakeholders include customers, suppliers, investors, government and regulators, trade unions, local communities and Technology Partners. The analysis shows that different stakeholders require different levels of communication and engagement depending on their power, interest and influence.
The report also identifies key risks that may affect stakeholder engagement and project delivery. These include different stakeholder expectations, resistance to change, communication problems, limited resources, data privacy, AI fairness and regulatory requirements. Technology Partners are particularly important because their technical knowledge and support can affect the development, security and performance of the ConnectPlus platform. Managing these risks can help protect customer trust, employee support and project performance.
Several stakeholder management tools were applied, including stakeholder mapping, the Power–Interest Matrix, the Salience Model, the Stakeholder Engagement Plan, Communication Plan, RACI Matrix, 4Cs framework and conflict management. The analysis shows that stakeholders need different levels of engagement and communication. These tools also help ASDA identify responsibilities, communication needs, risks and the level of attention required for each stakeholder.
The report recommends that ASDA regularly review stakeholder priorities, strengthen communication and consultation, work closely with Technology Partners and monitor privacy, AI and regulatory risks. Clear responsibilities, regular feedback and suitable engagement methods should also be used throughout the project. Overall, effective and continuous stakeholder engagement can support the successful delivery of ConnectPlus, improve customer satisfaction and help ASDA achieve its project objectives.
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[bookmark: _Toc237869025]1-Introduction 
ASDA is one of the largest food retailers in the United Kingdom and continues to invest in digital technology and customer experience. To support these goals, ASDA plans to implement the ConnectPlus platform, a digital platform designed to improve customer engagement and loyalty through AI-powered product recommendations, personalised offers, a mobile rewards programme and customer data analysis. The project is planned to be implemented over a six-month period to improve customer experience and support business performance (Bellis Finco PLC, 2025; ASDA, 2025).
The main purpose of the ConnectPlus project is to improve customer satisfaction, increase customer retention and support better business decisions. The platform will help ASDA understand customer needs and provide more personalised services. Effective stakeholder engagement is important because communication and collaboration can reduce project risks, build trust and improve project performance (Freeman, 1984; Oliveira and Rabechini Jr, 2019).
This report identifies and analyses the main internal and external stakeholders involved in the ConnectPlus project. It examines their roles, interests, power and influence and applies stakeholder management tools, including stakeholder mapping, the Power–Interest Matrix, the Salience Model, the Stakeholder Engagement Plan, Communication Plan, RACI Matrix and 4Cs framework. The report also considers sustainable stakeholder engagement, conflict management and the risks associated with the project. Finally, it provides recommendations to support effective stakeholder engagement and the successful implementation of ConnectPlus.
[bookmark: _Toc237869026]2- SMART Objectives
Objectives:
· To increase 5% sales in the next six months by using the ConnectPlus platform.
· To increase 3% customer retention in the next six months using the ConnectPlus platform.
The SMART framework is used to create clear, measurable and achievable project objectives. SMART stands for Specific, Measurable, Achievable, Relevant and Time-bound. The framework helps the project team define clear targets, measure progress against a baseline and assess whether the objectives can be achieved within the six-month project period (Bjerke and Renger, 2017).
	SMART Element
	Objective 1
	Objective 2

	Specific 
	Launch the ConnectPlus platform in ASDA stores and online.
	Improve customer loyalty through personalised rewards and offers.

	Measurable
	Measure a 5% increase in sales against the pre-launch baseline.
	Measure a 3% increase in customer retention against the pre-launch baseline.

	Achievable
	Use the project team, IT systems, Technology Partners and company resources.
	 Use AI technology and customer data to improve services.

	Relevant
	Support ASDA’s digital transformation and customer experience.
	Improve customer satisfaction and business performance.

	Time-bound
	Achieve the 5% sales increase within the six-month project period.
	Achieve the 3% retention increase within the six-month project period. 



[bookmark: _Toc237869027]3-Stakeholder Identification and Analysis
Stakeholders are individuals or groups who can affect or are affected by a project (Freeman, 1984).They are important because they can influence project decisions and outcomes. Good stakeholder identification helps the project team understand who should be involved and how to communicate with them. In the ConnectPlus project, both internal and external stakeholders play an important role in the successful planning and implementation of the new digital loyalty platform.
[bookmark: _Toc237869028]3.1 Internal Stakeholders
Internal stakeholders work inside ASDA and help to plan, manage, and deliver the ConnectPlus project.
· Senior Management provides leadership, approves decisions, and supports the project.
· Project Manager plans the project, manages the team, controls the budget, and ensures the project is completed on time.
· IT Team develops the ConnectPlus platform, tests the system, and solves technical problems.
· Marketing Team promotes the new platform and creates campaigns to encourage customers to use ConnectPlus.
· Sales Team helps explain the benefits of ConnectPlus to customers and supports the launch of the platform.
· Customer Service Team answers customer questions, solves problems, and collects customer feedback.
· Store Managers and Employees introduce the platform in stores and help customers use the new digital services.
[bookmark: _Toc237869029]3.2 External Stakeholders
· External stakeholders are people or organisations outside ASDA. They do not work for the company, but they can affect or be affected by the ConnectPlus project.
· Customers are the main users of ConnectPlus. Their feedback and satisfaction are important for the success of the platform.
· Trade Unions represent employees’ interests and may be involved if the ConnectPlus project changes working practices, employee responsibilities or working conditions.
· Suppliers provide products and services to ASDA. They help the company keep products available for customers.
· Technology Partners support the development and maintenance of the ConnectPlus platform. They help with software, security, and system performance.
· Investors want the project to improve business performance and increase company value. They expect good financial results.
· Government and Regulators make sure ASDA follows laws about data protection, consumer rights, and business practices during the project.
· Local Communities are affected by ASDA’s business activities. They expect the company to act responsibly and support local development.
Good communication with external stakeholders helps ASDA build trust, reduce risks, and improve the success of the ConnectPlus project.
[bookmark: _Toc237869030]3.3 Stakeholder Mapping 
Stakeholder Mapping identifies individuals and groups who influence or are affected by the ConnectPlus project. It helps the Project Manager understand stakeholder interests, expectations and influence. However, Stakeholder Mapping alone cannot prioritise stakeholders, so it should be used together with the Power–Interest Matrix and the Salience Model (Bourne, 2015).
	Stakeholder
	Internal/External
	Main Interest
	Influence

	Senior Management
	Internal
	Business success and project performance
	High

	Project Manager
	Internal
	Successful project delivery 
	High

	IT team 
	Internal
	Platform development and security
	High

	Marketing Team 
	Internal
	Customer adoption
	Medium

	Sales Team
	Internal
	Sales and customer engagement
	Medium

	Customer Service Team
	Internal
	Customer support and feedback
	Medium

	Store Managers and Employees
	Internal
	Successful implementation in story 
	Medium

	Customers
	External
	Better service and personalised offers
	High

	Suppliers
	External
	Product availability
	Low

	Technology Partners
	External
	Software, security and system perfomance
	High

	Technology Partners
	External
	Financial and business performance 
	High

	Investors
	External
	Financial and business performance 
	High

	Government and Regulators 
	External
	Legal and data protection compliance
	High

	
Trade Unios 
	External
	Employee interests
	Medium

	Local Communities
	External
	Local impact and reputation
	Low



[bookmark: _Toc237869031]3.4 Power-Interest Matrix
The Power–Interest Matrix helps classify stakeholders according to their level of power and interest. It allows the Project Manager to choose the most appropriate communication and engagement strategy for each stakeholder group (Mendelow, 1991).
	Stakeholder Category
	ConnectPlus Example
	Engagement Approach

	High power – High interest (Manage closely)
	Senior Management, Project Manager, IT Team, Technology Partners.
	Frequent progress meetings, milestone reviews, risk discussions, technical consultation and regular feedback.

	High power – Low interest (Keep satisfied)
	Investors, Government and Regulators
	Strategic updates, performance reports, compliance information and exception reporting.

	Low power – High interest (Keep informed)
	Customers, Marketing Team, Sales Team, Customer Service Team, Store Managers and Employees, Trade Unions
	Regular updates, consultation, feedback, customer surveys and staff communication.

	Low power – Low interest (Monitor)
	Suppliers, Local Communities
	General updates and monitoring of stakeholder interest.


The Power–Interest Matrix helps ASDA choose the most appropriate engagement strategy for each stakeholder group. High-power stakeholders require closer management because they can influence important project decisions. Technology Partners are included in the high-power, high-interest group because their technical knowledge and support can affect the development, security and performance of the ConnectPlus platform. Lower-power stakeholders still need appropriate communication to maintain trust and support throughout the project (Mendelow, 1991). 
[bookmark: _Toc237869032]3.5 Salience Model
The Salience Model identifies stakeholders based on power, legitimacy and urgency. Stakeholders with all three attributes require the highest level of management attention. The model should be reviewed regularly because stakeholder priorities may change during the project lifecycle (Mitchell, Agle and Wood, 1997).
	Stakeholder
	Power
	Legitimacy
	Urgency
	Salience Category

	Senior Management 
	High
	High
	High
	Definitive

	Project Manager
	High
	High
	High
	Definitive

	IT Team 
	High
	High
	Medium
	Dominant

	Marketing Team 
	Medium
	High
	Medium
	Discretionary

	Sales Team
	Medium
	High
	Medium
	Discretionary

	Customers Service Team
	Medium
	High
	Medium
	Dependent

	Store Managers and Employees
	Medium
	High
	Medium
	Discretionary

	Customers
	Medium
	High
	High
	Dependent

	Suppliers 
	Medium
	Medium
	Medium
	Demanding

	Technology Partners
	High
	High
	Medium
	Dominant

	Investors
	High
	High
	Medium
	Dominant

	Government and Regulators 
	High
	High
	High
	Definitive

	Trade Unios
	Medium
	High
	Medium
	Discretionary

	Local Communities
	Low
	Medium
	Low
	Discretionary



The Salience Model shows that Senior Management, the Project Manager and Government and Regulators require the highest level of management attention because they have high power, legitimacy and urgency. Customers have high urgency and legitimacy but lower power, so they are classified as dependent stakeholders and require consultation and feedback. Stakeholder priorities may change during the ConnectPlus project, so the model should be reviewed regularly (Mitchell, Agle and Wood, 1997). 

















3.6 Summary of Stakeholder Analysis
The stakeholder analysis shows that different stakeholders have different levels of power, interest and influence in the ConnectPlus project. Senior Management and the Project Manager are key stakeholders because they have high power and high interest. The IT Team is also important because it supports the development, security and performance of the platform.
Customers, Store Managers and Employees, the Marketing Team, the Sales Team and the Customer Service Team have high interest because they are directly involved in or affected by the project. Customers are particularly important because their feedback can help ASDA improve the service and customer experience.
Investors and Government and Regulators have high influence and require regular communication. Trade Unions have an interest in employee matters, while Suppliers, Technology Partners and Local Communities have different levels of influence and require appropriate communication. Effective stakeholder engagement should be organised according to stakeholder needs and project conditions (Lehtinen and Aaltonen, 2020). 
Overall, stakeholder analysis helps ASDA understand stakeholder needs, improve communication and select suitable engagement approaches. Stakeholder priorities should also be reviewed regularly because they may change during the project lifecycle.
[bookmark: _Toc237869033]4.1 Roles and Responsibilities
Table Roles and Responsibilities of Key Stakeholders
	Stakeholder
	Roles and Responsibilities

	Senior Management
	Approve the project, provide funding, make important decisions and monitor project progress.

	Project Manager
	Plan organise and manage the project. Coordinate stakeholders and ensure project objectives are achieved.

	IT Team
	Develop, test and maintain the ConnectPlus digital platform. Provide technical support during implementation.

	Marketing Team
	Promote ConnectPlus, prepare marketing campaigns and encourage customers to join the platform.

	Sales Team
	Explain the benefits of ConnectPlus to customers and encourage membership during purchases.

	Customer Service Team
	Answer customer questions, solve problems and collect customer feedback.

	Store Managers and Employees
	Support the project in stores, train employees and ensure daily operations run smoothly.

	Customers
	Use the platform, provide feedback and help improve the service.

	Suppliers
	Support product availability and cooperate with ASDA when required.

	Technology Partners
	Provide software, system, integration and technical expertise. Support the security, maintenance and performance of the ConnectPlus platform.

	Investors
	Monitor project performance and expect positive business results

	Government and Regulators
	Ensure the project follows legal and data protection requirements.

	Trade Unions
	Represent employee interests, provide feedback and support communication between employees and ASDA.

	Local Communities
	Benefit from improved services and support ASDA’s reputation within the community.



Each stakeholder has different roles and responsibilities during the ConnectPlus project. Internal and external stakeholders have different roles and responsibilities during the project. Effective stakeholder management helps improve communication, support decision-making and increase the likelihood of project success (Freeman, 1984). Senior Management provides leadership and approves major decisions, while the Project Manager coordinates the project and ensures that activities are completed on time. The IT Team develops the digital platform, while the Marketing, Sales and Customer Service Teams support its implementation and customer engagement. External stakeholders, including customers, suppliers, technology partners, investors, government and regulators, trade unions and local communities, also contribute to the project’s success through cooperation, feedback and compliance with relevant requirements.
[bookmark: _Toc237869034]4.2 Benefits of Stakeholder Engagement
Stakeholder engagement is an important part of the ConnectPlus project because it helps ASDA build strong relationships with the people involved in or affected by the project. Effective engagement can improve communication, increase trust and support collaboration between stakeholders. It can also help the project team understand different stakeholder needs and reduce potential problems during implementation (Bourne, 2015).
One important benefit is better communication. Regular meetings, emails and feedback allow stakeholders to understand project objectives and raise concerns early. This can reduce misunderstandings and help the Project Manager respond to problems before they affect the project. For example, regular communication with the IT Team and Technology Partners can help identify technical issues early, while communication with employees and customers can provide useful feedback about the platform.
Another benefit is improved decision-making. Senior Management and the Project Manager can make better decisions when they receive information from employees, customers and other stakeholders. Different stakeholders provide different perspectives, so involving them can help the project team identify issues that may not be visible from a management perspective. This can support better project decisions and reduce the risk of overlooking important stakeholder needs (Olander, 2007).
Stakeholder engagement can also improve customer satisfaction. Customers can provide feedback about the ConnectPlus platform, allowing ASDA to improve its services and personalised recommendations. Employees and the Customer Service Team can also identify common customer problems and communicate them to the project team. This feedback can help ASDA improve the customer experience and encourage continued use of the platform.
Finally, effective stakeholder engagement can reduce project risks and support successful implementation. Regular communication with suppliers, Technology Partners and employees can help identify potential problems early and reduce delays. However, engagement needs to be appropriate for each stakeholder because different groups have different levels of interest and influence. Overall, effective stakeholder engagement can improve communication, decision-making and customer satisfaction while supporting the successful implementation of ConnectPlus.
[bookmark: _Toc237869035]4.3 Challenges of Stakeholder Engagement
Although stakeholder engagement provides benefits, ASDA may face several challenges during the ConnectPlus project. Different stakeholders may have different priorities and expectations, which can create disagreements and make decision-making more difficult (Aaltonen and Kujala, 2016).
Resistance to change is another challenge. Employees may feel uncomfortable using new technology or changing their daily working practices. Training and clear communication can help reduce this resistance.
Communication can also be difficult because the project involves many internal and external stakeholders. For example, delays in communication between the IT Team, Technology Partners and management could affect the development and implementation of the platform.
ASDA must also manage limited time, budget and staff resources. In addition, ConnectPlus uses customer data for personalised recommendations, creating privacy, security and ethical risks. ASDA must comply with GDPR and ensure that AI recommendations are fair, transparent and do not discriminate against customers.
These challenges show why ASDA should identify risks early, communicate clearly and review stakeholder needs throughout the project.
[bookmark: _Toc237869036]5- Stakeholder Engagement Strategy
Effective stakeholder engagement is important for the success of the ConnectPlus project at ASDA. A clear engagement strategy supports communication, trust and cooperation between stakeholders. The strategy includes a Stakeholder Engagement Plan, Communication Plan, RACI Matrix and conflict management process.
[bookmark: _Toc237869037]5.1 Stakeholders Engagement Plan
	Stakeholder 
	Current/ Desired Engagemnet
	Owner/ Frequency
	KPI/Feedback Route
	Risk/Review

	Senior Management
	Consult-Collaborate
	Project Manager/ monthly
	Project progress/Management meetings
	Delayed decisions/ Monthly

	Project Manager
	Collaborate/ Empower
	Senior Management/ Weekly
	Milestones achieved/ Project meetings
	Poor coordination/ weekly

	IT Team 
	Consult/ Collaborate
	Project Manager/ Weekly
	Technical issues resolved/ Technical meetings
	Technical problems/ weekly

	Marketing Team 
	Inform/ Collaborate
	Marketing Manager/ Weekly
	Campaign engagement/ Team Feedback
	Low customer adoption/ Monthly

	Sales Team
	Inform/ Involve
	Sales Manager/ Monthly
	Customer sign-ups/ Staff feedbacks
	Low staff engagement/ monthly

	Customer Service Team
	Consult/Involve
	Customers Service Team/Monthly
	Customer feedback/ Customer reports
	Unresolved complaints/ weekly

	Store Managers
	Inform/Involve
	Store Managers/ Monthly
	Training completion/ Staff feedback
	Resistance to change/ Monthly

	Customers 
	Consult/Involve
	Customers Service Team/Monthly
	Customers satisfaction/ Surveys
	Low engagement/ Monthly

	Suppliers 
	Inform/Consult
	Project Manager/ monthly
	Product availability/ Supplier meetings 
	Supply delays/ Monthly

	Technology Partners
	Consult-Collaborate
	IT team/ weekly
	Platform performance / technical reviews
	Security or system issues/ weekly 

	Investors 
	Inform/Consult
	Senior Management/ Quarterly
	Financial performance/ investor updates
	Loss of confidence/ quarterly

	Government and Regulators 
	Inform/Consult
	Compliance Manager/ As required 
	Compliance checks/ Formas report
	Regulatory issues/ quarterly

	Trade Unions
	Inform/Consult
	HR manager/ Monthly 
	Employee feedback/ Consultation meetings
	Employee concerns/ monthly 

	Local Communities 
	Inform/Consult
	Asda Management/ Quarterly
	Community feedback/ community meetings
	Reputation issues/ quarterly 



ASDA should adjust engagement according to stakeholder needs. High-priority stakeholders require regular involvement and decision-making, while lower-priority stakeholders mainly need relevant updates and opportunities to provide feedback. The plan should be reviewed regularly to respond to changes in stakeholder needs and project risks.
[bookmark: _Toc237869038]5.2 Communication Plan 
	Stakeholder
	Weekly Meeting
	Monthly
Meeting
	Weekley
Project Status
	Monthly Highlight Report
	Monthly
Newsletter
	Exception Report

	


Senior Management
	



X  F2F
	



X  F2F
	INTERNAL TO PROJECT



X  E
	



X   E
	
	



X  TC

	Project Manager
	X  F2F
	X  F2F 
	X  E
	X   E
	
	X  TC

	IT Team 
	X  F2F
	
	X  E
	X   E
	
	X  TC

	Marketing Team 
	X  VC
	
	X  E
	X   E
	X   E
	

	Sales Team
	X  VC
	
	X  E
	
	X   E
	

	Customer Service Team
	X  VC
	
	X  E
	
	X   E
	

	Store Managers
	X  VC
	X  F2F
	X  E
	X  E
	
	X  TC

	


Customers 
	
	
	EXTERNAL TO ORGANISATION

	
	


X  E
	

	Suppliers 
	
	X  VC
	X  E   
	
	
	X  TC

	Technology Partners
	X  VC
	X  VC
	X  E
	X  E
	
	X  TC

	Investors 
	
	X  F2F
	
	X  E
	
	

	Government and Regulators 
	
	
	
	
	
	X E

	Trade Unions
	
	X  F2F
	
	
	X   E
	

	Local Communities 
	
	
	
	
	X  E
	



Key
· F2F – Face-to-Face Meeting
· VC – Video Conference
· TC – Telephone Conference
· E – Email
The communication plan ensures that all stakeholders involved in the ConnectPlus project receive the right information at the appropriate time. Different communication methods are used depending on each stakeholder’s role, level of interest and level of influence. Regular communication helps ASDA improve collaboration, monitor project progress and support successful stakeholder engagement.
[bookmark: _Toc237869039]5.3 RACI MATRIX
	Activity 
	Senior Management
	Project Manager 
	IT Team 
	Marketing
	Sales 
	Customers 
Service
	Store Managers
	Legal/ Data Protection
	Procurement
	Technology Partners 
	Government & Regulators

	Approve Project
	A
	R
	I
	I
	I
	I
	I
	C
	C
	I
	I

	Project Planning 
	C
	A/R
	C
	C
	I
	I
	I
	C
	C
	C
	I

	Platform Development
	I
	C
	A/R
	I
	I
	I
	I
	C
	I
	C
	I

	Marketing Campaign
	I
	C
	I
	A/R
	C
	I
	I
	I
	I
	I
	I

	Staff Training 
	I
	C
	C
	I
	I
	C
	A/R
	I
	I
	C
	I

	Customer Support
	I
	I
	C
	I
	I
	A/R
	C
	C
	I
	C
	I

	Project Monitoring
	A
	R
	C
	C
	C
	C
	C
	C
	C
	C
	I

	Data Protection Approval
	I
	C
	R
	I
	I
	C
	I
	A
	I
	C
	C

	Supplier Integration
	I
	A
	C
	I
	I
	I
	I
	I
	R
	C
	I

	Customer Testing
	I
	A
	R
	C
	C
	C
	C
	C
	C
	I
	C

	Security Review
	I
	A
	R
	I
	I
	I
	I
	C
	I 
	C
	C

	Go-Live
	A
	R
	R
	C
	C
	C
	C
	C
	C
	C
	I

	Post-Launch Review
	A
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C



Key
· R = Responsible
· A = Accountable
· C = Consulted
· I = Informed
The RACI matrix clearly defines the responsibilities of each stakeholder during the ConnectPlus project. It helps avoid confusion, improves accountability and ensures that every team member understands their role.
[bookmark: _Toc237869040]5.4 4Cs Stakeholder Engagement Framework
	4C Element
	Application to ConnectPlus
	Key Stakeholders
	Owner/ Chanel
	Measurable Outcome

	Communication
	Provide regular project updates, training, emails and meetings to keep stakeholders informed during the six-month project.
	Senior Management, Customers, Employees, Government and Regulatory Bodies
	Project Manager / Meetings, email and reports
	Stakeholders receive updates on time and understand project progress

	Collaboration
	Encourage IT, Marketing, Customer Service and Store Managers to work together to support the successful implementation of ConnectPlus.
	IT Team, Marketing Team, Customer Service Team, Store Managers
	Project Manager / Weekly meetings and workshops
	Issues are resolved and project milestones are achieved.

	Consultation
	Collect feedback through customer surveys, employee meetings and supplier discussions before important project decisions.
	Customers, Employees, Suppliers, Government and Regulators 
	Project Manager / Surveys, meetings and feedback sessions
	Feedback is collected and actions are recorded.

	Commitment
	Maintain stakeholder support, encourage participation and ensure commitment to the project objectives throughout the project lifecycle.
	Senior Management, Project Manager, Employees, Customers
	Project Manager / Meetings and progress reviews
	Stakeholder participation is maintained and project objectives remain on track.



The 4C Framework supports effective stakeholder engagement by improving communication, collaboration, consultation and commitment. These four elements help ASDA maintain strong stakeholder relationships and support the successful delivery of the ConnectPlus project over the six-month implementation period (Bourne, 2015).
[bookmark: _Toc237869041]6: Sustainable Stakeholder Engagement
Sustainable stakeholder engagement is essential for the long-term success of the ConnectPlus project at ASDA. Building and maintaining positive relationships with stakeholders helps the organisation improve communication, increase customer satisfaction and support sustainable business growth. Continuous engagement also allows ASDA to respond to stakeholder needs and improve project outcomes.
[bookmark: _Toc237869042]6.1 Importance of Stakeholder Engagement
Stakeholder engagement is a continuous process that should continue throughout the project and after its completion. Regular communication helps ASDA build trust, reduce misunderstandings and strengthen relationships with internal and external stakeholders. According to Bourne (2015), continuous stakeholder engagement helps organisations build stronger relationships and improve long-term project success. ( Shaukat et al., 2022).
For the ConnectPlus project, continuous stakeholder engagement helps ASDA understand customer expectations, improve employee collaboration and ensure that technology partners and suppliers continue to support the platform after implementation.
[bookmark: _Toc237869043]6.2 Financial Performance
Effective stakeholder engagement can improve ASDA’s financial performance. Customers who receive personalised offers through ConnectPlus are more likely to make repeat purchases and remain loyal to the company. Employees also contribute by delivering better customer service, while suppliers and technology partners help maintain efficient business operations. Performance measures can help ASDA monitor whether these stakeholder activities are contributing to business results (Neely, Adams and Kennerley, 2002). 
Table Financial Performance
	KPI
	Baseline
	Target
	Data Source
	Owner
	Review Date

	Customer Retention
	Pre-launch retention rate
	3% increase within six months
	Customer loyalty data
	Customer Service Manager
	Monthly

	Revenue Growth
	Pre-launch sales
	5% increase within six months
	Sales reports
	Sales Manager
	Monthly

	Return on Investment (ROI)
	Pre-launch project cost and return
	Positive ROI after implementation
	Finance reports
	Finance Manager
	Monthly



These KPIs help ASDA evaluate whether stakeholder engagement is contributing to the financial success of the ConnectPlus project.
[bookmark: _Toc237869044]6.3 Operational Efficiency
Sustainable stakeholder engagement improves operational efficiency by encouraging teamwork and effective communication. Employees, suppliers and technology partners work together to reduce delays, solve problems quickly and improve service quality. Regular communication also supports better decision-making and smoother project implementation improves teamwork and project performance (Too and Weaver, 2014)
[bookmark: _Toc237869045]6.4 Brand Reputation
Maintaining strong relationships with stakeholders helps improve ASDA’s brand reputation. Customers are more likely to trust a company that communicates openly, protects personal information and responds to customer feedback. Compliance with GDPR and responsible business practices also strengthen customer confidence in the ConnectPlus platform.(Walsh et al.,2009).
[bookmark: _Toc237869046]6.5 Employee Engagement
Employees play a key role in the success of the ConnectPlus project. Regular training, communication and teamwork help staff understand the new platform and provide better customer service. Engaged employees are more motivated, contribute new ideas and support continuous improvement across the organisation helps improve motivation and organisational performance (Saks, 2006)
[bookmark: _Toc237869047]6.6 Summary
Sustainable stakeholder engagement supports the long-term success of the ConnectPlus project at ASDA. Continuous communication and collaboration with stakeholders improve financial performance, operational efficiency, brand reputation and employee engagement. By maintaining strong stakeholder relationships, ASDA can achieve sustainable business growth and deliver greater value to customers.
[bookmark: _Toc237869048]7. Conclusion
This report examined the importance of stakeholder engagement in the successful commencement and completion of the ConnectPlus project at ASDA. It identified the main internal and external stakeholders and explained their roles, responsibilities, benefits and challenges throughout the six-month project.
The report applied different stakeholder management tools, including Stakeholder Mapping, the Power–Interest Matrix, the Salience Model, the Communication Plan, the Stakeholder Engagement Plan, the RACI Matrix and the 4C Framework. These tools were used to identify stakeholder priorities, improve communication, support collaboration and define responsibilities during project implementation.
The report also discussed the importance of sustainable stakeholder engagement and explained how effective stakeholder management can support financial performance, operational efficiency, brand reputation and employee engagement. Overall, this report demonstrated that effective stakeholder engagement is essential for successful project delivery. Using appropriate stakeholder management tools can help ASDA improve communication, reduce project risks and support the successful implementation of the ConnectPlus project.

[bookmark: _Toc237869049]8. Recommendations
Based on this report, ASDA should continue developing the ConnectPlus platform to improve customer engagement and business performance. ASDA should provide regular training for employees so they can use the platform confidently and provide better customer service.
ASDA should communicate regularly with all stakeholders during the project. Good communication will help reduce misunderstandings and improve teamwork. ASDA should collect customer feedback and monitor Key Performance Indicators (KPIs) to measure the success of the ConnectPlus project.
Finally, ASDA should continue protecting customer data and follow GDPR requirements to maintain customer trust and support long-term business success.
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