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Understanding the importance of Stakeholder Engagement in successful commencement and completion of project.

1
The report summarises the significance of stakeholder interactions with the successful execution of Amazons recent digital project, which is a customer loyalty programme, called ConnectPlus, which is routed to launch across both international and local markets within the timescale of 6 months. This report highlights the crucial external and internal stakeholders associated within ConnectPlus, while analysing their influence, responsibilities, roles, and dedication to the success of the platform. Majority of the management frameworks for stakeholders are implemented within the report including, Freemans Stakeholder theory, The 4C’s Model, The Stakeholder Salience Model, the RACI Matrix, Mendelow’s interest power Matrix, The Thomas-Kilmann Mode Instrument. 
Collectively, these frameworks describe how crucial stakeholder engagement, collaboration, communication, and management of conflict can aid the successful execution of ConnectPlus. The following report also analyses the effect of sustainable stakeholder interaction on the performance of Amazon’s business. Given that, it concludes that customer satisfaction, innovations, long-term completive advantage, operational efficiency, and commitment from employees can be derived from the maintenance of powerful bonds with stakeholders. As well as this occurring challenges like artificial intelligence, cultural differences, ethical issues in relation to data privacy and stakeholder conflict must be overseen correctly and carefully. The following report strongly recommends that Amazon proceeds to strengthen commitment with stakeholders with training for employees, regular communication, continuous investment in cybersecurity, monitoring of stakeholder approval and regulatory compliance. Through taking on these proposals, Amazon will be in position to launch ConnectPlus successfully, achieve sustainable advance with e-commerce markets and global retail and boost customer loyalty.


2
Amazon is one of a thousand e-commerce and retail organisations, which sells globally to millions on an average, with a variety of products and digital provisions. Amazon founded in 1994, once started from providing a digital bookshop, turned itself into a worldwide selling business, proving streaming, artificial intelligence, logistical services, and e-commerce. Their thriving success is strongly supported by their strategies, adaptations and wide range of strategies which helps customers have the best experience. In the UK Amazon shows that they provide their services efficiently, through well-organized online shopping processes and immediate delivery services. They are introducing a new scheme to outperform their competitors and remain close to their customers. This platform ConnectPlus, it is to engage with customer loyalty. It uses AI to select specialised recommendations and accumulates data to improve their interactions while using Amazon, this will invite customer interaction and a higher standard of service. The ConnectPlus programme will start in the UK and slowly integrate to the selected regions within the 6-month period. 
The success rate of the programme depends on the crucial stakeholder engagement. The internal stakeholders, such as IT, marketing, senior management, project teams and the legal team, must work in collaboration effectively to make this work. The external stakeholder being, suppliers, customers, investors, regulators, they also play a crucial role in delivering this project successfully. The report critically states the many important stakeholders which must be involved in the ConnectPlus project, it examines the correct measurement of engagement that the stakeholders must engage in to assure the success of this scheme. It also states the framework and evaluation of the challenges and benefits of engagement from the stakeholders i.e if there is stakeholder engagement amazons’ long-term business will outperform all competitors. 
3 
The main aim of Connect Plus is to launch the programme successfully across the UK (and other regions), within their time limit of 6 months, whilst still ensuring stakeholder engagement is conducted throughout and mistakes are avoided. The projects’ main objective is to increase stakeholder retention, specifically customer retention by 15% with the timescale of 1 year, they want to do this by using AI’s specialised recommendations, and the rewards via mobile, so customers can have the highest standard of experience. Amazon also wants to assure that employees are involved, and have the relevant training, so they feel confident in using new methods, so they can deliver effective and efficient support to customers. The projects’ objective is to gain a near rate of 90% adoption rate from users during the pilot phase and keep total compliance with the GDPR and every other appropriate data protection principle, so Amazon has complete assurance that customers data is protected and confidential. 
4.
The effective application of ConnectPlus can vary depending on the management of all stakeholders who have any impact, influence, or engagement with the project. Stakeholders are any individual, organisation that become impacted by the project activities or objectives. “Stakeholders may include employees, customers, investors, government agencies, community members, suppliers, advocacy groups, and regulators.” (simply stakeholders) [2019]. Freemans stakeholders theory, states that an organisation a greater long-term success when they can notice and keep a balance for all stakeholder interests, and not just the shareholders’ interests. With Amazon the interaction with stakeholders is crucial as ConnectPlus is going to be placed in multiple regions, which will need effective collaboration and communication within different departments, such as regulation authorities and customers. Being able to recognise the stakeholders at early stage, allows the project manager to have bigger time blocks to comprehend the expectations, have better communication, reduced risks, and higher chance of a success launch of ConnectPlus. 
Amazon internal stakeholders also have a significant role in the execution and development of ConnectPlus. The senior management sets the strategic order, ensure the budgets and guarantees that the platform with align with the future goals for Amazon. The project manager oversees, risks, progress and communication between stakeholders. Then the marketing/sales team is to engage with promotional activities such as campaigns to assure that Amazon is meeting the brands goals and values internationally. The IT and product development team oversee any, testing, constructing, and AI maintenance. The customer service team provides any support after ConnectPlus programme is launched they gather important customer feedback, to make further improvements for the future. Human resources help recruitment and employee coaching, to make sure that employees know what their role are and responsibilities consist of. The compliance and legal team oversee that ConnectPlus is following all mandatory procedures and legislations such as the international data protection regulation such as “This 2002 ePrivacy Directive is an important legal instrument for privacy in the digital age, and more specifically the confidentiality of communications and the rules regarding tracking and monitoring”(EDPS)[N.D], to help ensure the safety and confidentiality of the customers. Finally, the finance sector oversees and calculate the costs of plans and determine the financial effects of the investment. 
The external stakeholders have a shared amount of importance to the success rate of the project, the customers are the main users of the project ConnectPlus, with them using the platform it sets the record of success higher, and the positive/negative criticism will help amazon as they input, the users ideas and wants, such as the functions while shopping and a more personalised shopping experience. The suppliers and market sellers have high reliance on the platform to provide instantaneous advertisement for the products to help customers feel drawn into shopping on their platform. Technology associates will offer, AI support, cybersecurity fixes, and cloud infrastructure. This allows ConnectPlus to work at its maximum level of effectiveness. The logistic providers will make sure of customers points and rewards are provided throughout the platform, whist also ensuring that delivery and postage issues are up to the standards which it states. The government regulatory organisations will assess the customers monitor compliance with many procedures and legislations such as the data privacy law,” Researchers must adhere to data protection requirements when managing or sharing personal data. The UK General Data Protection Regulation (GDPR) applies, if:

A researcher based in the UK collects personal data about people anywhere in the world. A researcher outside the UK collects personal data on UK citizens. Personal data is defined within the legislation as ‘any information relating to an identified or identifiable natural person’.” (UK Data service) [2021], and consumer privacy legislation. This assures the external stakeholders needs and requirements to be checked and met. The investors are curious of the project capabilities to bring in future revenue, and engage with customer loyalty, whilst also increasing amazons’ competition. 
To sort each stakeholder, Amazon can use the Mendelow’s interest-power Matrix. This will help sort stakeholders from there; interest the business and the impact they have on the influence over the project. “Stakeholder mapping, often referred to as Mendelow’s power–interest matrix, is a strategic tool used to identify, analyse, and prioritise the individuals and groups that have a stake in an organisation’s activities. Stakeholders can include anyone who is affected by, or has the ability to affect, the organisation’s decisions - such as employees, customers, regulators, shareholders, suppliers and local communities.”(The EXP Group)[2025]The stakeholder which holds a larger interest and more impact, such as the legal teams, or senior manager, they would be governed more than others as they have a bigger influence, through their communication when going through procedures. The stakeholder with a higher power but lower interest such as financial investors or the government regulations, are content with giving progress summaries and oversee full organisational compliance with regulations. The stakeholder with low power but higher interest, such as suppliers and third-party sellers and customers, are updated through training, surveys, and any other updates, even though they have limited authority they have to be informed as it will have an impact on the platform. The stakeholders that have low interest and low power, they do not need a prominent level of communication but should still receive some updates to remain an open and honest project. 
 In addition to Mendelow’s interest Power-matrix the Stakeholder salience model made by Mitchelle, Agle and Wood gives QUOTE us a more essential framework for stakeholder evaluation. It analyses the stakeholders from three main characteristics: legitimacy, power, and urgency. The stakeholder which has all three characterises need the greater attention from management” The Salience Model offers a systematic approach to categorising stakeholders based on their salience, facilitating a more targeted and efficient management approach.” (Institute project management) [2025]. The ConnectPlus Project and Senior management are classed as absolute stakeholders, due to their responsibilities for project delivery and authority to make decisions, and they have an essential urgency for an efficacious launch. Customers have a greater honesty and validity, as the platform is constructed for them, so the experience they have and review, is as authentic and sincere than any other experience, which the regulators will use to execute any laws/regulations needed to improve the project through the eyes of the customers. 
Collectively by using The Stakeholder salience model and Mendelow’s interest power-matrix, it helps Amazon arrange the important stakeholder engagement to each of its levels of significance and impact on the business. This helps support the project manager assign the needed resources, reduce resistance of any changes and gain trust and strengths. As of, the relationships between stakeholders are positively impacted raising the chances of ConnectPlus becoming a successful project of Amazons wants and needs and objectives. 
5 
 Following the identification and classification of the stakeholders it is crucial to grasp the responsibilities, roles, challenges, and benefits that every stakeholder will bring to the project. Stating these duties clearly improve the responsibility, partnership for a successful outcome to their 6-month plan. 
Senior management is responsible for preparing strategic guidance, to assure that Connect Plus will guarantee future success for Amazon. The project manager sorts any risks, coordination of plans budgeting and communication between departments and other stakeholders. The customer service team is responsible for post-launch assistance, by supporting customers’ requests to make advances for the business. The IT and product development team is in-charge of, testing AI features, product progress, testings, and designing, whist managing the platforms mobile rewards and all tools work effectively. The marketing/sales team is liable for advertising Connect Plus, communicating the positives/improvements to international markets and gathering new customers. 
External stakeholders are responsible for providing crucial input. The customers help with the success of the platform, with feedback, engagement, and customer adoption. The logistic providers, suppliers and tech partners, assure that the platform is maintained by a technical foundation, product convenience, and speedy delivery. The investors input to the financial issues and have the expectation that it will enhance the profit and customer loyalty. Finally, the regulators are responsible for Amazon operation to be done safely and legally to ensure customer security. 
Other internal departments are liable for the success of the project. Human resources ensure that the workers have an applicable standard of knowledge and training, before working they also enable the workers to use the platform in upmost confidence, so when their support is needed, they know what to do.” A well-run HR department helps companies build strong teams, foster employee engagement, and align workforce strategies with business goals. With HR’s growing prominence, professionals in this field are in high demand across various industries.” (Sellick partnership) [2025] Then the finance department will analyse the project expenditure, and if the project is generating revenue or decreasing their revenue. Finally, legal and compliance are responsible for ensuring that the ConnectPlus team is following any international laws and the GDPR to ensure total customer confidentially. 
All stakeholders provide substantial benefits by inputting, technical knowledge, financial knowledge, customer input, and regulation guidance. Although they may face some difficulties, which are cybersecurity breaches, to many issues internationally, loud customer expectations and lack of communication with international markets. But successfully maintaining these obligations and disputes through effective communication and guidance will help ConnectPlus become an outstanding execution into Amazons business and future revenue. 

6.
The guaranteed execution of ConnectPlus will vary depending on if Amazon recognises the stakeholders, whilst engaging and implementing them into the project. The project manager is responsible for building strong ties with external and internal stakeholders, pursuing collaboration, communication and reduce conflict, assessment of stages and development. Effective stakeholder engagement ensures that there is trust a balance when collaborating with one another this helps decisions making easier, and the project production process smoother. The freeman stakeholder’s theory “Stakeholder theory asks businesses to consider every stakeholder, from shareholders and employees to community members. Its goal is to optimize relationships and communication between stakeholders and the rest of the company, strengthening project initiatives.” (Atlassian) [2024]. An organisation can get a longer-term triumph when the stakeholders are involved into all decisions, and their opinions/interest are implemented through the project Lifecyle. 
A stakeholder engagement plan gives a framed way to manage the relationship between stakeholders, analysing their level of interest and influence, find the best communication methods, and include a set level of engagement. The senior management would get a progress report every month and preform a meeting which reviews the projects, performance, and any disapproval/approval of decisions. The product development and IT organise, risks, technical difficulties. The marketing oversees, finance, customer service. Any updates would be checked so all departments are updated and ready to make any changes to Connect plus. The external stakeholders, such as suppliers, regulators and teach partners are engaged through reviews of performance, updates, and meetings. The customers are asked for improvements through feedback and surveys to help keep the platform user friendly and meets their needs before it is launched internationally.
A communication plan should be made to help stakeholders and assure that they are gaining the correct information at the best stage of the project. senior management receive a report every month and the project teams have meetings every week to discuss any issues such as risks, technical issues, and any milestones of the project. the customers are informed of any information through meetings, emails, social media, and campaigns. By creating a clear communication plan, it helps reduce any mis communications and misunderstandings, ensuring that all stakeholders are correctly informed throughout the project lifecycle.” It is a tool that helps ensure consistency across all communications. But what are the best techniques for creating a communication plan that reaches, engages, and influences a target audience” (IED) [2024] 
The four ‘Cs model shows a solid foundation to uphold the stakeholder interactions. Communication assures that stakeholders are getting information that is clear and precise for the project. Then the project manager uses project dashboards, meetings, and emails to maintain the communication between different stake holder groups. Consulting seeks the stakeholders’ opinions so that when the decisions are made everyone ideas/opinions are include. Employees, tech partners and customers, are pushed to give their opinion, when in workshops or in surveys, because the collaboration helps the different fractions of the project (such as marketing, IT, management, legal teams, and finance) work together to resolve issues more efficiently and effectively. Commitment is gained by noticing the multiple stakeholders influence to the project.” By incorporating the 4 Cs of Marketing—adapted to the digital world—brands can not only meet but exceed customer expectations, ensuring long-term success.”(Rome business school)[2025].By reassuring them that their opinion is valid and used helps push the success rate of ConnectPlus because the team behind it works coherently. 
The RACI matrix is used to help stakeholders understand their responsibilities and learn accountability. This framework states which individual is Responsible, Accountable, Consulted, and Informed, in each activity throughout the project, to assure that all stakeholders recognise their responsibilities.” RACI places equal weighting to each role and encourages communication between roles which will aid the smooth running of your project. Your project board and project team should create this tool in collaboration. It is an ever-evolving tool which you should update throughout your project.” (Turas) [2025] The project manager oversees that the delivery of ConnectPlus. The IT and product development oversees any testing, developing or production. Senior management are informed about any decisions that are crucial to the project. The departments such as customer service, finance, IT, and human recourses. When using the RACI matrix, it helps all stakeholders identify their roles and responsibilities, therefore this reduces any work to overlap and makes decision making done more efficiently. As a result, the workers communicate regularly to make assure that the needed stakeholders have access to the project. Although the RACI matrix must be analysed throughout the project’s life cycle as the responsibilities and roles of the workers can adapt due to the project changing. As result this support Amazons productive execution of ConnectPlus by reducing product delay and  having workers that are accountable for any mistakes. Conflict management is also a crucial responsibility for the project manager as the disputes may come from stakeholders, because of limited resources, technical issues, and budgeting. To effectively contain these issues the Thomas-Kilmann conflict mode instrument can be used. this is a model which finds five conflict management types: accommodating, avoiding, competing, compromising, and collaborating.
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 Collaborations is the most useful style for ConnectPlus as it pushes stakeholders to work collectively and make a resolution that benefits all departments. When it is a global project collaboration help stakeholders from all parties and international markets, so they can gain trust and share their knowledge and opinions, therefore creating a long-lasting business for amazon. Although the collaboration can be more time consuming that other approaches it often can result in a greater stakeholder dedication to the business, better communication therefore they have better ideas at a quicker pace. Compromising could be another approach when timing is short, they need a more effective solution, whilst avoiding any given conflict this is best used for minor issues that can impact the future success of the ConnectPlus project. 



The project manager monitors stakeholder engagement throughput the project life cycle with meetings, feedback, surveys. This is so they can determine the success/satisfaction rate of the customers or find any concerns or issues from the customers. By monitoring the feedback continuously, it helps set the level of communication that is needed, this ensures that the conditions are met for the stakeholders, hence helping Amazon launch a successful protect to help the future of the business. 
7.)
Sustainable stakeholders’ commitment has a substantial role in progressing Amazon's long-term business accomplishment, by having great trust with other stakeholders based on trust, continuous-communication, and transparency. Instead of only analysing the success rate of ConnectPlus. The sustainable engagement pushes stakeholders to stay involved into the platform's life cycle, this will enforce Amazon to reply to any requests from the clients, for instance; market environments, and technological expansions. From the Freeman stakeholder’s theory, organisations that can distinguish and balance the interests of diverse stakeholder and how likely they are to succeed in sustainable advantages, because they have given an immense value to their stakeholders. 
One positive of sustainable stakeholder engagement is that customer pleasure and trustworthiness is kept strong and ConnectPlus has been built to consider and provide AI personalised recommendations when shopping online to deliver mobile rewards and use collect data safely. Amazon does this by collecting customers responses from reviews, emails, and surveys. Amazon uses these to improve the platform from the responses that have been given. This will help Amazon gain a larger amount of customer fulfilment, which can support the future for an increase in customer retention whilst strengthening Amazon's brand loyalty because they engage with customer feedback. In a mainstream competitive market, keeping the existing customers is often much better for a business’s cost rather than attracting new customers, this helps make sustainable stakeholder engagement a crucial contribution to the long-term revenue that will be generated for Amazon. 
Ethical considerations are much more important due to ConnectPlus reliance on AI and the customers data to deliver personalised recommendations when shopping on Amazon. Amazon makes sure that the customers’ data is confidential and stored and oversaw reliably according to the international regulations and regulations of the GDPR. Customers should be told about the usage of their personal data, and that they have control over how it is used.
Engagement is another crucial factor that has an impact on the business's performance. Employees who are taught and advised and involved in any decision making. This will help workers feel valued within the Amazon business, which can help them naturally to involve themselves into the organisation to make success for all stakeholder’s input. This also helps the unison between different departments, which helps enable teams like marketing, IT, finance and customer service to work for the most strategic decisions, decrease operational errors/risks, improved partnership can surge production, encourage innovation, and expand the delivery of ConnectPlus. In contrast, if there is any level of inadequate stakeholder attention may lead to a negative change of employee morale to work for the organisation, therefore a weak team behind Amazon. 
 Ethics must be used in projects such as ConnectPlus, for instance confidentiality and privacy, they are crucial to continue the trust that customers have for Amazon, regarding AI algorithms and any data privacy, which the customers data should be stored correctly according to international laws and the GDPR, if not this could harm Amazon's reputation. This could lead to a decrease in number of customers and impact customer loyalty. Sustainable stakeholder engagement must require moral decision-making that considers innovation with accountable and moral business practise.
From a strategic business organisation viewpoint sustainable stakeholder engagement also helps with long-term competitive benefit and an incessant interest from customers helps the business identify emergent market-trends, which supports them to ; develop products and services and respond quickly to customer feedback, to engage and reach the stakeholder expectations, needs, and wants. Having new opportunities for invention helps upgrade Amazon's status as a customer-based organisation, however trying to maintain ambitious standards of stakeholder engagement requires long and constant investment in relationship management, communication, training, technology. Although these work in interest of the short-term costs for the business, they do have a greater chance and creating a long-term value for Amazon. 
Overall sustainable stakeholder engagement has a large positive effect on Amazons performance as a business by improving employee commitment, encouraging invention/innovation, customer pleasure, and improvement of the business’s reputation. 
Difficulties such as cultural differences, ethical concerns, and inconsistent stakeholders’ expectations, which relate to the data privacy needs be achieved cautiously. The long-term reimbursements outweigh any difficulties as they keep steady stakeholder relations during the life cycle of ConnectPlus, Amazon can improve operational efficiency strengthen its competitive position and achievable sustainable business growth within the global retail and e-commerce market. 
8.
To fully increase the success rate of ConnectPlus, Amazon will proceed to make the stakeholder the significant factor, throughout the whole life cycle of the business. The project manager will make any surveys, meetings, progress, feedback meetings, and communications, ensuring that all stakeholders are engaging into the business and discussing all issues and updates. Constant training for employees must be given to the workers, so they have the correct skills and understanding to support individuals throughout the platform with efficiency. Furthermore, Amazon must regularly analyse its engagement from its stakeholders by tracking stakeholders’ fulfilment and modifying methods of communication to reach the needs, wants and requirements of all markets internationally. Additionally, Amazon should maintain investments towards data protection and cyber security, to continue to build trust with customers, ensuring constant fulfilment with the GDPR and other international regulations. Amazon should promote constant teamwork between departments and other outward partners to encourage and guide the long-term growth of ConnectPlus. 
In conclusion, the productive execution of the project ConnectPlus relies on Amazons willingness to engage and highlight and both stakeholders, internal and external effectively. This report has shown that engaging with frameworks for stakeholder management for instance; Thomas-Kilmann Conflict mode instrument, the four C’s model, the RACI Matrix. Freeman’s stakeholders’ theory, Mendelow’s interest power matrix and the stakeholder’s salience model, which all give an approach to conflict management and stakeholder engagement, which is well structured. Efficient engagement from stakeholders reduces risks within projects, supports educated decision making, uplevels communication and greatens collaboration strength throughout Connects Plus’s lifecycle. Maintaining relationships with stakeholders that are sustainable means Amazon would become positioned well to ensure the delivery of Connect Plus’s triumph. Alongside the successful delivery of this project, Amazon will be well positioned to tighten customer loyalty and enhance competitive advantage in the long-term within the e-commerce industry and worldwide retail.
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