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Executive Summary: 
This supporting the successful implementation of IKEA UK’s AI- powered customer loyalty platform, Connect Plus. It identified the key internal and external stakeholder involved in the project and evaluates their roles, interests, influence and expectations using recognised stakeholder management frameworks, including the stakeholder Salience Model, the Power- Interest Matrix and the RACI Matrix. 
The report developed a stakeholder communication plan and engagement plan to demonstrate how effective communication, collaboration and clearly defined responsibilities contributed to successful project delivery. It also evaluated how sustainable stakeholder engagement improved organisational performance by supporting project success, customers satisfaction, innovation, corporate reputation and long-term business growth. 
The findings showed that engaging stakeholders throughout the project lifecycle enabled IKEA UK to manage risks, improve decision-making and strengthen relationships with employees, customers, supplier, investors, and regulators. Effective stakeholder engagement also supported compliance with legal requirements, enhanced customers experience and contributed to the organisation’s sustainability objectives.
The report concluded that adopting a structured stakeholders management approach will increase the likelihood of the successful implementation of Connect Plus while creating long-term value for both IKEA UK and its stakeholders. 
Finally, the report recommended continuous stakeholder engagement, regular performance monitoring and ongoing improvement throughout the project lifecycle to support successful project outcomes. 
report examined the importance of stakeholder identification, analysis and engagement in 
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1.0 Introduction to IKEA UK 
IKED UK is one of the leading retail and e-commerce organisations operating in the United Kingdom. As part of the global IKEA brand, the company offers a wide range of affordable furniture, home furnishings, kitchen products and household accessories through its physical stores and online shopping platform. IKEA is recognised for combining quality products with innovative solutions that improve customers’ everyday lives. In recent years, the company has invested heavily in digital transformation to improve customers experience and remain competitive within the rapidly changing retail market.

To strengthen customers relationships and increase customers loyalty, IKEA UK plans to introduce a new digital customers loyalty and engagement platform know as Connect plus. The platform will use Artificial Intelligence (Al), mobile technology and customers data analytics to provide personalised product recommendations, reward customers through a digital loyalty programme and generate valuable business insights. The introduction of Connect Plus is intended to improve customers retention, support data-driven decision-making and create a stronger competitive advantage across both UK and international markets. 

The successful implementation of Connect Plus depends not only on technology but also on the effective identification, management and engagement of stakeholders. Internal stakeholders, including senior management, employees, project manager and the IT department, will play an important role in developing and implementing the platform. External stakeholders, such as customers, suppliers, technology partners, investors and regulatory bodies, will also influence the success of the project. 

This report will examine the importance of stakeholder engagement in the successful implementation of Connect Plus at IKEA UK. It identifies the key internal and external stakeholders, discusses appropriate stakeholder engagement strategies and frameworks, and evaluates how effective stakeholder engagement can contribute to the successful delivery of the project, and improved business performance. The report also provides practical reaccommodation’s to help IKEA UK strengthen stakeholder relationships and ensure the successful implementation of the Connect Plus platform.




2.0 SMART Objectives
Increase customer loyalty by 5% through the Connect Plus digital loyalty platform. 
Increase customer retention by 3% by providing personalised rewards and improving customer engagement.
Improve stakeholder satisfaction by 10% through regular communication, feedback and collaboration. 
	Objective 
	Specific 
	Measurable 
	Achievable 
	Relevant 
	Time-bound 

	Increase customer loyalty 
	Launch Connect Plus with personalised rewards and digital offers for IKEA UK customers.
	Achieve a 5% increase in customers loyalty using membership and purchase data.
	Use IKEA UK’s existing digital systems, customers database and marketing resources. 
	Supports customers engagement, digital transformation and long-term business growth.
	Complete within 6 months. 

	Increase customer retention 
	Encourage repeat purchases through personalised promotions and loyalty rewards.
	Achieve a 3%increase in customers retention based on customers activity report. 
	Deliver through existing customers relationships management (CRM) systems and marketing campaigns.  
	Strengthens customers relationships and improves business performance.
	Complete within 6 months.

	Improve stakeholder engagement
	Develop a stakeholder engagement plan involving employees, suppliers, and customers 
	Increase stakeholders’ satisfaction by 10% using surveys and feedback. 
	Use existing communications channels, meetings and sustainability teams. 
	Support effective stakeholders’ engagement and successful project delivery.
	Complete within 6 months. 



The targets of 5% customer loyalty, 3% customer retention and 10% stakeholder satisfaction were selected as realistic objectives for the Connect Plus project. Progress would be measured using CRM data, customers surveys and stakeholders feedback, with feedback, with performance reviewed over 6-12 months after implementation (PMI, 2021). 


3.1 identification of Internal and External Stakeholder
Stakeholder engagement plays a fundamental role in the successful implementation of IKEA UK’s Al-powered customers loyalty platform, Connect Plus. According to Freeman (1984), stakeholders are individuals or groups who can affect or are affected by an organisation’s objective. Identifying stakeholders at the beginning of a project helps organisations understands their interests, expectations and level of influence. Aaltonen and Kujala (2016) further argue that early stakeholders’ identification enables project manager to understand stakeholders influence and priorities engagement strategies throughout the project lifecycle. This enables project managers to develop effective communication strategies, reduce potential conflicts and encourage collaboration throughout the project lifecycle. For IKEA UK, recognising both internal and external stakeholders is essential to ensure the successful planning, development and implementation of the Connect Plus platform while supporting the organisation’s long-term business objective and customers experience.  (Freeman, 1984; Aaltonen and Kujala, 2016) 
	Stakeholder 
	Type 
	Role in the Connect Plus project 

	Senior Management 
	Internal 
	Approves budgets and strategic decisions. 

	Project Manager 
	Internal 
	Plans and manages the project 

	IT Team
	Internal 
	Develops and maintains Connect-Plus. 

	Marketing Team 
	Internal 
	Promotes the platform and customers engagement. 

	Customers Service Team
	Internal 
	Supports customers and gathers feedback.

	Customers 
	External 
	Use the platform and provide feedback.

	Suppliers 
	External 
	Supply products and services.

	Technology partners 
	External 
	Provide AI technology and digital infrastructure. 

	Government and Regulatory Bodies 
	External 
	Ensure legal and data protection compliance. 

	Investors 
	External 
	Monitor financial performance and long-term growth. 




3.1 identification of Internal and External Stakeholders 
The successful implementation of IKEA UK’s Connect-Plus AI-powered customers loyalty platform depends on identifying and engaging the appropriate stakeholders are individuals or groups who can influence the project or are affected by its outcomes. Early stakeholder identification enables the project team to understand expectations, allocate responsibilities, reduce potential risks and establish effective communication. This contributes to improves collaboration and supports the successful delivery of the project objectives. 

Internal stakeholders play a direct role in planning, developing and managing Connect-Plus. Senior management provides strategic direction, approves budgets and ensures that the project aligns with IKEA UK’s long-term digital transformations strategy. The project manager coordinates daily activities, monitors progress and manages project resources. The IT team develops and maintains the platform, while the marketing team promotes Connect-Plus and encourages customers participation. The sales and customers service teams interact directly with customers, provide support, collect feedback and help improve the platform based on user experience. Employees across different departments also contribute by adopting the new system and supporting organisational change. 
External stakeholders also influence the project’s success. Customers are the primary users of Connect-Plus and expect a secure, personalised and convenient shopping experience. Suppliers and technology partners provide software solutions, digital infrastructure and technical expertise required for implementation. Government and regulatory bodies ensure compliance with legal and data protection requirements, including the UK General Data protection Regulation (UK GDPR).  Investors and shareholders expect the project to improve business performance and create long-term value, while local communicate and environmental organisations expect IKEA UK to maintain responsible and sustainable business practices. By recognising the interests and influence of both internal and external stakeholders, IKEA UK can strengthen relationships, minimise conflicts and improve decision-making throughout the implementation of Connect-Plus, supporting sustainable project success and long-term organisational performance. 




3.2 Stakeholders Mapping (Power- Interest Matrix)
	Power/ Interest 
	High Interest 
	Low Interest 

	High power 
	Senior Management, project Manager 
	Government and Regulatory Bodies, Investorrs 

	Low power 
	IT Team, Marketing Team, Customers Service Team, Customers 
	Suppliers, Local Communities Environmental Organisations 



Stakeholder Mapping for Connect Plus project (Source: Self- developed based on Freeman, 1984). HIGH POWER
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Figure 2: Stakeholders map
(Source: Self-made)
In illustrates the power-interest matrix used to classify IKEA UK’s key stakeholders according to their level of power and interest in the Connect Plus project. This framework helps the project manager prioritise stakeholders’ engagement by identifying which groups should be managed closely, kept satisfied, kept informed or monitored throughout the project lifecycle (Freeman, 1984). 
3.2 Stakeholders Mapping (Power- Interest Matrix) 
The power-Interest Matrix is a stakeholders malmanagement framework used to classify stakeholders according to their level of influence over a project and their level of interest in its outcomes (Freeman, 1984). Applying this framework enables IKEA UK to identify which stakeholders requite the greatest attention during the implementation of the Connect-Plus AI-powered customers loyalty platform.
Stakeholders with high power and high interest, including senior management and the project manager, should be managed be closely because they make strategic decision allocate resources and monitor project performance. Their continuous involvement is essential for ensuing that the project is completed successfully and remains aligned with IKEA UK’s business objectives. Government and regulatory bodies, together with investors, prosses high power but lower operational interest. These stakeholders should be kept satisfied by ensuring compliance with legal requirements, maintaining transparent financial management. 

Stakeholders with lower power but higher interest include the IT team, marketing team, customers service employees and customers. These groups contribute directly to the successful operation and adoption of Connect-Plus. Regular communication, training and opportunities for feedback will help improving satisfaction and support continuous system improvement. Suppliers, local communities and environmental organisations have lower power and lower direct interest but should still receive appropriate information because they contribute to IKEA UK’s reputation, sustainability objectives and long-terms business relationships.












	Stakeholder 
	Power 
	Legitimacy 
	Urgency 
	Priority 

	Senior Management 
	High 
	High 
	High 
	High 

	Project Management 
	High 
	High 
	High 
	High 

	IT Team 
	Medium 
	High 
	High 
	Medium 

	Marketing Team 
	Medium 
	High 
	Medium 
	Medium 

	Customers 
	Medium 
	High 
	High 
	High 

	Suppliers 
	Medium 
	High 
	Medium 
	Medium 

	Government and Regulators 
	High 
	High 
	Medium 
	High 

	Investors 
	High 
	High 
	Low 
	Medium 

	Local Communities 
	Low 
	High 
	Medium 
	Low 
















Salience Model Analysis 
The Salience Model is another useful stakeholder analysis framework that classifies stakeholders according to three key attributes: power, legitimacy and urgency (Mitchell, Agle and Wood, 1997). Power refers to a stakeholder’s ability to influence project decisions, legitimacy relates to the stakeholder’s appropriate involvement in the project, and urgency measures how quickly their concerns require attention. By combining these attributes, organisations can determine which stakeholders should receive the highest priority during project implementation. 

For the Connect-Plus project at IKEA UK’s, senior management and the project manger have high level of power, legitimacy and urgency because they are responsible for strategic decision, approving budgets and ensuring the project achieves its objectives. Government and regulatory authorities also have high legitimacy because they ensure the project complies with legal and data protection requirements. Customers are given a high priority because the success of Connect-Plus depends on customers adoption, satisfaction and continued engagement with the digital loyalty platform. Internal teams, including the IT and marketing departments, have medium priority because they contribute directly to platform development, promotion and ongoing maintenance. Suppliers and investors remain important stakeholders but require less frequent engagement because their involvement is mainly related to technical support, financial performance and business continuity. Local communities have lower priority during implementation but should still be informed sustainability and corporate social responsibility objectives. 

Applying the Salience Model enables IKEA UK to prioritise communication and allocate resources effectively. It ensures that stakeholders with the greatest influence and most urgent concerns receive appropriate attention, reducing project risks while supporting the successful implementation of the Connect-Plus platform (Mitchell, Angle and Wood, 1997). 

4.0 Roles, Responsibilities, Benefits and Challenges of key Stakeholders 
















4.1 Roles and Responsibilities 
	Stakeholder 
	Role 
	Responsibilities 

	Senior Management 
	Strategic leadership 
	Approve project budget, objectives and major decisions. 

	Project Manager 
	Project coordination 
	Plan, monitor and control the Connect-Plus project and manage stakeholders.

	IT Team 
	Technical development 
	Design, develop test and, maintain the Connect Plus platform. 

	Marketing Team 
	Promotion and communication 
	Promote Connect Plus and encourage customers participation. 

	Customer Service Team 
	Customers support. 
	Resolve customers enquiries collect feedback for improvements. 

	Customer 
	End users 
	Use the platform and provide feedback to improve service. 

	Suppliers 
	Technology support 
	Supply software, digital infrastructure and technical expertise. 

	Government and Regulators 
	Legal compliance 
	Ensure compliance with UK GDPR and customers protection laws. 

	Investors 
	Financial oversight 
	Monitor project performance and expected business returns. 

	Local Communities 
	Social stakeholders 
	Support sustainability initiatives and strengthen IKEA UK’s reputation. 



The successful implementation of Connect Plus depends on effective collaboration between internal and external stakeholders. Senior management provides strategic direction, the project manger coordinates activities, and the IT, marketing and customers services teams support platform development and customers engagement. External stakeholders, including customers, suppliers, regulators, investors and local communities, contribute to project success through feedback, compliance, investment and sustainability supports. Clearly defined stakeholders’ roles improve collaboration, decision-making and project outcomes (Freeman, 1984). 



4.2 Benefits and Challenges 
	Stakeholder
	Benefits 
	Challenges 

	Senior Management 
	Better strategic decision -making 
	Balancing costs, risks and project objectives. 

	Project Manager 
	Improved project performance 
	Coordinating multiple stakeholders’ expectation. 

	IT Team 
	Skills development and innovation 
	Cybersecurity risks and technical issues. 

	Marketing Team 
	Strong customers engagement 
	Responding to changing customers preferences. 

	Customers Service Team 
	Improved customers satisfaction 
	Managing increased support requests. 

	Customers 
	Personalised rewards and better experience 
	Concerns about data privacy and security. 

	Suppliers 
	Long-term business partnerships 
	Meeting delivery deadlines and service quality. 

	Government and Regulators 
	Improved legal compliance 
	Monitoring compliance with evolving regulations. 

	Investors 
	Higher business value and profitability 
	Uncertainty regarding return on investment. 

	Local Communities 
	Environmental and social benefits 
	Meeting expectations for sustainability performance. 




Each stakeholders provides important benefits while also creating challenges that must be managed throughout the Connect plus project. Senior management strengthen strategic decision- making by providing leadership and ensuring that the project aligns with IKEA UK’s long- term business objective. However, they must balance financial investment with project risks and organisational priorities. The project manager improves project coordination but faces the challenge of managing different stakeholder expectations and maintaining effective communication. The IT team contributes technical expertise and innovation but must protect customers information against cybersecurity threats and systems teams increase customers engagement and satisfaction, although they may experience increased workloads during implementation and platform updates. 

Customers are one of the most valuable stakeholders because their participation determines the success of Connect plus. At the same time IKEA UK must address customers concerns about privacy, security and the responsible use of personal data. Suppliers support the project by providing technical failures may affect project performance. Government and regulatory bodies help maintain legal compliance but require IKEA UK to adapt continuously to changing legislation. Investors contribute financial confidence but expect measurable business returns and long-term value. Finally local commitment to sustainability and responsible business practices, although they expect the organisation to maintain high environmental and social standards. By recognising both the benefits and challenges associated with each stakeholder’s group, IKEA UK can develop effective engagement strategies, strengthen stakeholders’ relationships and improve the likelihood of successful project delivery. Effective stakeholders’ analysis also enables project teams to anticipate potential risks and strengthen collaboration with stakeholders throughout the project. 
(Bourne, 2015; PMI, 2021; Walker, Bourne and Shelley, 2008).

5.1 Communication Plan 
	Stakeholders 
	Communication Methods 
	Frequency 
	Purpose 

	Senior Management 
	Meeting and reports 
	Monthly 
	Review project and approve decisions

	Project Manager 
	Team meeting 
	Weekly 
	Coordinate project activates 

	IT Team 
	Workshops and email 
	Weekly 
	Discuss technical development and issues 

	Marketing Team 
	Meeting and shared reports 
	Fortnightly 
	Plan promotional activities 

	Customers Service 
	Training sessions 
	Monthly 
	Improve customers support 

	Customers 
	Email, mobile app and social media 
	Monthly 
	Share updates and encourage engagement 

	Suppliers 
	Email and online meetings 
	Monthly 
	Coordinate technical support 

	Government and Regulators 
	Compliance reports 
	Quarterly 
	Ensure legal compliance 

	Investors 
	Business reports 
	Quarterly 
	Review project performance 



5.1 Communication plan 
Effective communication is essential for the successful implementation of IKEA UK’s Connect Plus platform because it encourages stakeholder participation, builds trust and reduces misunderstand throughout the project. According to Bourne (2015), communications should not follow a “one-size-fits-all” approach because each stakeholders has different expectations, levels of influence and information needs. Instead, project managers should use targeted communication strategies that are appropriate for each stakeholder’s group. 
For the Connect Plus project, senior management should receive monthly progress reports and strategic updates to support decision-making. The project manager should hold weekly meetings with the IT and marketing teams to monitor project progress, identify. Risks and coordinate activities. Customers service employees should receive regular training and internal updates to prepare them for supporting customers after implementation. Customers should be informed through email, the IKEA mobile application and social media about new features, privacy protection and loyalty rewards. Suppliers and technology partners should communicate regularly through scheduled meetings to ensure technical issues are resolved efficiently. A structured communication plan strengthens collaboration, improve stakeholders’ engagement and increases the likelihood of delivering Connect Plus successfully while supporting IKEA UK’s long-term business objective. A structured communication plan improves transparency, builds stakeholders trust and help ensure that project information is shared consistently and effectively. 
(Bourne, 2015; PMI, 2021; Muller, 2017). 

5.2 Stakeholders Engagement plan 
	Stakeholders 
	Engagement Method 
	Frequency 
	Purpose 

	Senior Management 
	Progress meetings 
	Monthly 
	Strategic decisions 

	Project Manager 
	Team meetings 
	Weekly 
	Monitor project progress 

	IT Team 
	Technical workshops 
	Weekly 
	System development 

	Marketing Team 
	Planning meetings 
	Fortnightly 
	Campaign coordination 

	Customer Service 
	Training sessions 
	Monthly 
	Prepare staff 

	Customers 
	Surveys and app feedback 
	Quarterly 
	Improve user experience 

	Suppliers 
	Review meetings 
	Monthly 
	Coordinate deliveries 

	Regulators 
	Compliance 
	When required 
	Meet legal requirements 



5.2 Stakeholders Engagement plan 
The stakeholder’s engagement plan provides a structured approach for involving stakeholders throughout the Connect Plus project. According to the project Management Institute (PMI, 2021), stakeholders’ engagement should be planned according to each stakeholder’s influence, responsibilities and information needs to improve project performance. The engagement methods shown in Table 5.2 ensure that the right stakeholders receive the right information’s at the appropriate time. 
Senior management receives monthly progress meetings because they make strategic decisions, approve budgets and monitor whether the project aligns with IKEA UK’s business objectives. The project manager holds weekly meetings with the project manager review progress, manage risks and coordinate project activities. Regular technical workshops with the IT team support systems development, while fortnightly planning meetings with the marketing team ensure promotional activities are aligned with project schedule. 

Customers service employees participate in monthly training sessions to prepare them for supporting customers after the platform is launched. Customers are engaged through surveys and feedback collected using the IKEA application, allowing the organisation to understand customers’ needs and continuously improve the Connect Plus platforms. Monthly review meetings with suppliers strengthen collaboration and ensure technical services are delivered on time. Compliance meetings with government and regulatory bodies help IKEA UK meet legal and data protection requirement. 

A well-planned stakeholders engagement process improves communication, strengthens relationships and reduces project risks. Tailoring engagement activities to different stakeholders’ groups increases stakeholders’ commitment and contribute to the successful delivery of the Platform. Regular engagement encourages stakeholders’ participation, strengthens commitment and improves decision- making throughout the project lifecycle. 
(Bourne, 2015; PMI, 2021; Association for project Management (APM), 2019). 











5.3 RACI Matrix 
	Activity 
	Senior Management 
	Project manager 
	IT Team 
	Marketing 
	Customer Service 
	Suppliers 

	Project planning 
	A
	R
	C
	I
	I
	I

	Platform Development 
	I
	A
	R
	I
	I
	C

	Marketing Campaign 
	I
	C
	I
	R
	I
	I

	Staff Training 
	I
	A
	C
	C
	R
	I

	Customers Feedback 
	I
	A
	C
	C
	R
	I

	System Maintenance 
	I
	A
	R
	I
	I
	C



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



5.3 RACI Matrix 
The RACI matrix clarifies stakeholders’ responsibilities throughout the Connect Plus project by identifying who is Responsible, Accountable, Consulted and Informed for each activity. According to Kerzner (2022), clearly defining responsibilities improves coordinating, reduces role ambiguity and strengthens project governance. In the Connect Plus project, the project Manager is accountable for coordinating activities and ensuring project objectives are achieved, while the IT team is responsible for developing and maintaining the platform. Senior management provides strategic oversight and approves key decision. The marketing team leads promotional activities, customers service employees support platform users and collect feedback, and suppliers provides technical services and digital infrastructure. Using a RACI matrix improve collaboration, supports effective communication and helps ensure tasks are completed efficiently, contributing to the successful delivery of the project. Clearly assigning responsibilities also improves accountability and reduces confusion between project team members during implementation. 
(Kerzner, 2022; Lock, 2020).

6.0 Impact of Sustainable Stakeholder Engagement on Business Performance 
Sustainable stakeholders’ engagement plays a significant role in improving organisational performance by developing strong relationships with internal and external stakeholders. Engaging stakeholders throughout the project lifecycle encourages collaboration, support, informed decision-making and helps organisations responds effectively to changing stakeholder expectations. For IKEA UK’s Connect Plus project, maintaining continuous engagement contributes to successful project delivery, customers satisfactions, sustainability and long-term business growth. The following sections evaluate how effective stakeholder engagement positively influences business performance and organisational success.

6.1 Improved project Success 
Sustainable stakeholders’ engagement plays a vital role in improving project success by encouraging collaboration and involving stakeholders throughout the project lifecycle. Freeman (1984) argues that organisations achieve better long-term performance when they consider the interests of all stakeholders rather than forcing only on financial outcomes. For the Connect Plus project, engaging senior management, employees, customers and suppliers’ helps identify potential risks, improve decision-making and support effective problem-solving. According to PMI (2021), continuous stakeholders engagement strengthens communication, increases stakeholders’ commitment and ensure project objectives remain aligned with organisational goals. As result, IKEA UK can deliver Connect Plus more successfully while improving customers satisfaction and long-term business performance. 

6.2 Better Customers Satisfaction and Business Performance 
Effective stakeholders’ engagement improves customers satisfaction by ensuring that customer feedback is considered throughout the development and improvement of Connect Plus. Listening to customers allows IKEA UK to introduce personalised rewards, improve digital service and respond to changing consumer needs. Engaging employees, suppliers and technology partners also improve services quality, operational efficiency and innovation. Satisfised customers are more likely to remain loyal, recommend the business and increase repeat performance. Building ling-term relationships with stakeholders create shared value for both the organisation and its customers, supporting sustainable business growth (Porter and Kramer. 2011; IKEA Annual Report, 2024). 

6.3 Sustainability and Corporate Reputation 
Sustainable stakeholders’ engagement strengthens IKEA UK ‘s corporate reputation by building trust, transparency and accountability with employees, customers, suppliers, regulators and local communities. Maintaining regular communication and involving stakeholders in sustainability initiatives demonstrates IKEA UK’s commitment to responsible business practices and environmental protection. This. Approach helps the organisation meet stakeholders’ expectations while supporting its long-term sustainability strategy. A positive reputation increases customers confidence, attracts investors and strengthens competitive advantage in the retail market. By creating shared value for both society and the business, IKEA UKs can improve long-term organisational. Performance and stakeholders’ relationships. Strong stakeholders’ relationships also enhance organisational credibility and increase stakeholders’ confidence in responsible business practices.
(Freeman, 1984; Harrison and Wicks, 2013; Eccles, Ioannou and Serafeim, 2014). 

6.4 Innovation and Long-Term Growth 
Sustainable stakeholders’ engagement encourages innovation by creating opportunities for collaboration, knowledge sharing and continuous improvement. Customers provide valuable feedback the help IKEA UK improve the Connect Plus platform, while employees and supplier contribute ideas that enhance products, digital service and operational efficiency. Strong stakeholders’ relationships also help the organisation respond more effectively to changing market demands and technological development. By listening to stakeholders’ expectations and involving them in decision-making, IKEA UK can develop invocative solutions that support long-term growth and strengthen its competitive position. Continuous stakeholders’ engagement therefore contributes to sustainable business success and future organisational resilience. Continuous collaborations with stakeholders enable organisations to identify new opportunities and adapt more effectively to changing market conditions. 
(Porter and Kramer, 2011; IKEA Annual Report, 2024; Chesbrough, 2020).

6.5 Overall Evaluation 
Overall, sustainable stakeholders’ engagement is a key factor in the successful implementation of IKEA UK’s Connect Plus platform. Engaging stakeholders throughout the project enable the organisation to understand different expectation, improve collaboration and reduce project risks. Employees, customers, suppliers, regulators and local communities all contribute to achieving both project objectives and long-term business goals. Effective stakeholders’ relationships also strengthen trust, improve decision-making and support innovation, allowing IKEA UK to respond more effectively to changing customers needs and market conditions. Furthermore, integrating sustainability into stakeholders’ engagement enhances the organisation’s reputation and create long-term value for both the business and society. According to Freeman (1984), organisations achieve greater success when they balance the interests of all stakeholders rather than focusing only on financial performance. Therefore, sustainable stakeholders’ engagement support both successful project delivery and long-term organisational performance.  Overall, maintaining strong stakeholders’ relationships performance and long-term competitive advantage. 
(Freeman, 1984; Harrison and Wicks, 2013). 

7.0 Recommendations 
	Recommendation 
	Responsible 
	Timeline 
	KPI
	Expected Outcome 

	Continue regular stakeholder meetings and feedback sessions.
	Project Manger 
	Monthly 
	Stakeholders satisfaction above 90%
	Improved communication and collaboration. 

	Use customer feedback to improve the Connect Plus platform. 
	Marketing Team 
	Every quarter 
	Increase in customer satisfaction 
	Better users experience and customer loyalty. 

	Provide ongoing training for employees.
	HR and IT Team 
	Every 6 months 
	Staff training completion rate 
	Improved customers support and system performance.

	Strengthen collaboration with suppliers to maintain secure digital services 
	Procurement Manager 
	Quarterly 
	Supplier performance targets achieved 
	Reliable and secure service delivery.

	Monitor project performance using KPls and review progress regularly.
	Senior Management 
	Monthly 
	Achievement of project objectives 
	Continuous improvement and successful project delivery.



Implementing these recommendations would strengthen stakeholder engagement, improve communication and support the successful delivery of the Connect Plus project. Regular monitoring of KPls would help IKEA UK evaluate performance and make continuous improvements throughout the project lifecycle. 



7.1 Conclusion 
This report has shown that effective stakeholder’s engagement is essential for the successful implementation the IKEA UK’s Connect Plus platform. Identifying stakeholders, understating their interests and maintaining clear communication help reduce risks and improve collaborations throughout the project. The stakeholders’ frameworks used in this report support better decision-making and stronger relationships with both internal and external stakeholders. By applying sustainable stakeholders’ engagement practices, IKEA UK can improve customers satisfaction, strengthen its reputation and support long-term business success while achieving the objectives of the Connect Plus project. These practices provide a strong foundation for successful project delivery and continuous organisational improvement. 
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