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Avocet Stores operates as one of the oldest supermarket chains in the UK while launching strategic efforts to boost its customer engagement tactics through digital modernization initiatives. The retail competition intensifies as customers now seek shops that offer personalised seamless shopping experiences (Reinartz, et al., 2019). A Digital Customer Engagement Platform developed by Avocet Stores intends to address business challenges while utilising new technology systems. The proposed platform employs artificial intelligence to generate individualised suggestions and united customers with loyalty systems through its interconnected online-stores digital channels (Nguyen & Mogaji, 2023). The innovative solution will help Avocet retain customers better while increasing sales and consolidating its digital footprint throughout UK retail.

This essay shows the project plan which contains all essential elements required to execute the Digital Customer Engagement Platform successfully. The project document contains specifics about its targets alongside the scoped work along with deliverables and work components and resource system with risk evaluation and schedule expectations. This project works with Avocet's strategic vision to place the company in front of supermarket sector digital innovation which enables sustained market competitiveness in the changing retail environment.
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Project Aim
This project aims to build and install an AI-enabled Digital Customer Engagement Platform which improves personalized customer contacts while optimising loyalty program administration features and supports smooth integration within Avocet Stores' current digital system.
Objectives
· To develop and deploy the platform within six months, ensuring seamless integration with Avocet’s website, mobile app, and in-store systems.
· To enhance customer experience by utilising AI-driven recommendations tailored to individual shopping behaviours.
· To increase online sales conversion rates by 15% through targeted promotions and personalised offers.
· To improve customer retention and loyalty by integrating a rewards-based engagement model.
· To utilize data analytics to generate customer insights, optimising future marketing strategies.
Scope of the Project
The platform development initiative will concentrate on designing and building the engagement system equipment, development phases, and execution stages. The system development includes artificial intelligence-based recommendations and customized alerts and a customer support chatbot coupled with dynamic analytics dashboards that generate real-time customer data (Nguyen & Mogaji, 2023).

The project team will not handle tasks regarding hardware updates and global market entry and shop facility renovations (Cuenca Martínez, 2021). The project will concentrate on developing digital innovations to improve experiences for UK customers.
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The new platform will generate various deliverables directly resulting from project work.
Strategic goals of Avocet Stores will receive multiple critical outcomes and direct effects from the Digital Customer Engagement Platform. The system generates three significant improvements through technology and operations management and customer-oriented sections which boost business interaction while advancing performance metrics.

	Deliverable
	Expected Benefit

	AI-driven recommendation system
	Personalised shopping experience

	Mobile app push notifications
	Increased customer engagement

	Chatbot for customer service
	Faster issue resolution

	Loyalty program integration
	Improved retention and repeat purchases

	Data analytics dashboard
	Insights into customer behaviour



1. Development and Deployment of the Digital Customer Engagement Platform
The major end product comprises the functional AI platform which connects to Avocet’s current e-commerce framework together with store technology. The proposed system implements a recommendation engine, loyalty program, and omnichannel functionality  (Haenlein, et al., 2019).
2. Personalized Recommendation Engine
The system employs AI capabilities to study purchasing history along with individual customer choice patterns for serving customized product suggestions which improves shopping engagement and boosts revenue conversions (Davenport & Ronanki, 2018).
3. Integrated Loyalty Program
A digital rewards program will provide customers with incentives to purchase repeatedly while simultaneously retaining their loyalty. Points earned through both online and in-store deals will allow customers to redeem them for discounts and special promotions (Grewal, et al., 2011).
4. Omnichannel Customer Experience
Avocet provides its customers with a synchronized shopping experience through all its platforms involving brick-and-mortar stores and mobile applications and website while keeping offers and product availability and customer care interactions consistent (Verhoef, et al., 2015).
5. Data Analytics and Reporting Dashboard
The company creates a business intelligence dashboard which monitors customer interactions alongside sales figures and marketing results as a basis for making data-based choices (Chaffey & Ellis-Chadwick, 2019).
6. Employee Training and System Adoption
A targeted employee training course at Avocet will smooth the new platform transition process by both reducing change resistance and maximizing operational effectiveness (Kaminski, 2022).
Through these deliverables Avocet Stores will become the digital retail leadership while enhancing brand loyalty while maximizing operational efficiency and boosting sales revenue and customer engagement.
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Through the Work Breakdown Structure (WBS) the project achieves efficient execution by dividing into manageable sections. A WBS comprises five significant steps including Project Planning & Initiation followed by System Design & Development after which comes Platform Implementation and Testing & Quality Assurance then Training & Deployment ends the cycle. 
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1. Project Planning & Initiation
· Conduct stakeholder meetings to identify expectations and project scope.
· Perform a detailed requirement analysis to define system specifications.
· Obtain project charter approval to proceed with development.
2. System Design & Development
· Develop an AI engine for personalized recommendations.
· Integrate APIs for seamless connectivity with existing systems.
· Design an intuitive UI/UX for user-friendly interactions.
3. Platform Implementation
· Conduct beta testing to identify and rectify initial issues.
· Optimize platform performance for a smooth user experience.
· Migrate customer and transactional data from legacy systems.
4. Testing & Quality Assurance
· Perform security testing to ensure data protection.
· Conduct user acceptance testing to validate usability and functionality.
5. Training & Deployment
· Provide comprehensive employee training for effective system use.
· Launch a marketing campaign to introduce customers to the new platform.
By structuring the project into these phases, Avocet Stores ensures a systematic approach to implementation, reducing risks and enhancing project efficiency.
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	Main Activity
	Sub-Activity
	Task
	Estimated Duration

	Project Planning
	Requirement gathering
	Stakeholder meetings, approvals
	2 weeks

	System Development
	AI Model
	Develop machine learning algorithms
	5 weeks

	UI/UX Design
	Front-end design
	Create mobile & desktop interfaces
	4 weeks

	Testing
	Beta Testing
	Identify & fix bugs
	3 weeks

	Deployment
	Staff Training
	Educate employees on platform usage
	2 weeks



Project efficiency depends on dividing the work into organized components through the Work Breakdown Structure (WBS) (Zecheru & Olaru, 2016). The requirement gathering process of two weeks within the Project Planning phase includes stakeholder meetings and approvals for defining platform specifications. The project needs this step to ensure proper alignment between its goals and customer demands and business objectives of Avocet Stores.

The System Development phase features AI Model Development as its essential sub-activity to create machine learning algorithms that deliver personalized recommendations (Murtaza, et al., 2022). The execution process requires about five weeks to achieve high accuracy standards when integrating the platform. The front-end development of an intuitive and responsive interface for mobile along with desktop users takes place in parallel to the user experience design phase, requiring four weeks for wireframing, prototyping and testing.

Beta Testing drives the Testing phase for a period of three weeks to check and solve bugs during live platform tests. Performance optimization takes place before deploying the complete application.

Staff training during the deployment phase explains to employees the correct usage of the new digital platform. The dedicated two-week training period helps both users and customers achieve proper system adoption and better client interactions.
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	Milestone
	Timeline (Weeks)

	Project Kickoff
	Week 1-2

	AI Model Development
	Week 3-7

	UI/UX Design
	Week 5-9

	Integration & Testing
	Week 10-15

	Employee Training
	Week 16-17

	Full Deployment
	Week 18-20



The Digital Customer Engagement Platform needs a clear timeline structure along with specific milestones for its successful implementation according to Narvaiza et al. (2023). The 20-week structure guides project development so that planning remains before deployment.
Stakeholder meetings combined with requirement gathering along with the project spec confirmation take place during the first two weeks as part of the Project Kickoff schedule. During this period the project bases its core foundation through the alignment process between project aims and Avocet Stores' strategic direction.
The first part of AI Model Development commences during Week 3 and continues for a duration of four weeks until Week 7. The phase includes designing along with training and optimization of machine learning algorithms for personalized customer recommendation generation. AI development stands vital because it improves customer interactions through personal promotional offers and customized shopping experiences.
The UI/UX design phase occurs alongside other activities between weeks 5 through 9 with the purpose of delivering a pleasant visual platform design for users accessing through mobile and desktop platforms. The tests conducted for usability assessment contribute to enhancing design quality to improve user experience.
APIs alongside AI models and system components receive integration throughout Weeks 10-15 under the Integration & Testing phase. The beta testing phase helps organizations detect and eradicate system problems during the stage before system release.
The platform training for employees takes place during Weeks 16 through 17 to ensure effective staff utilization. The system becomes operational through Full Deployment that runs across Weeks 18-20.
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Effective resource allocation is essential for the successful development and implementation of Avocet Stores’ Digital Customer Engagement Platform (Hollebeek & Macky, 2019). Both human resources and material resources and financial resources receive equal support through proper distribution of funds.
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	Role
	Responsibility

	Project Manager
	Oversee implementation, manage risks

	AI Engineers
	Develop recommendation system

	Software Developers
	Code mobile app & website integration

	UX Designers
	Create user-friendly interfaces

	Marketing Team
	Promote new digital engagement platform


The project requires a skilled and diverse team to execute various technical, managerial, and marketing tasks:
· The project manager leads all stages while controlling danger factors and maintaining communication and project progress with team members (Crawford, et al., 2004). The project’s scope budget and timeline remain maintained due to their essential oversight role.
· The AI Engineers will build the AI-empowered suggestion system while establishing algorithms that deliver focused customer proposals.
· The team of software developers integrates the platform into Avocet's digital channels including website and mobile app by creating the necessary code functions.
· The UX Designer team will create an interface which presents an intuitive experience while improving customer engagement and usability.
· The Marketing Team should create promotional materials to teach new customers about the platform through digital marketing strategies which encourage adoption.
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The development support at Avocet Stores receives funding from a £400,000 budget.
Operations need £50,000 for acquiring software licenses which pay for artificial intelligence tools along with cloud storage and data security solutions for system efficiency.
Builders of the system need £250,000 to hire AI engineers with developer expertise as well as UX designers to execute and enhance the system design.
A budget of £100,000 will be allocated for Marketing & Training initiatives to deliver promotions and train workers about system implementation while increasing customer knowledge.
Through proper funding the project obtains the required technology structure combined with professional staff and marketing initiatives for successful implementation.
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	Risk
	Impact
	Likelihood
	Mitigation Strategy

	AI algorithm errors
	High
	Medium
	Extensive testing & debugging

	Customer adoption resistance
	Medium
	High
	Promotional incentives

	System integration issues
	High
	Medium
	API testing & backup systems

	Budget overruns
	High
	Medium
	Regular cost tracking


Risk assessment operates as an essential project management tool to actively discover and resolve anticipated risks (Eyieyien et al., 2024). This section details essential risks and their implications and probability levels together with identified prevention methods in order to achieve successful implementation of Avocet Stores’ Digital Customer Engagement Platform.
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The Digital Customer Engagement Platform project at Avocet Stores functions as a strategic initiative because it uses AI personalization and integrates loyalty programs to create omnichannel shopping experiences for customers. The UK retail sector competition requires advanced technology implementation to achieve higher customer loyalty and sales success by enhancing digital engagement.

The established project plan includes all necessary components such as purpose and objectives and boundaries and deliverables together with breakdown tasks and resource assignment and timeline and risk identification which guarantee complete implementation success. The WBS framework ensures efficient task coordination while the timeline combined with milestones form the critical execution path. The project achieves balanced investments between technology and expertise and marketing strategies by using properly scheduled resources of all kinds.

Existing risk assessment together with mitigation strategies identify two main risks which are AI algorithm faults alongside customer reluctance to adopt new technology and challenges with system integration as well as budgetary constraints. Smooth deployment becomes possible through the execution of robust testing along with promotional incentives in combination with API validation and cost tracking systems.
The project supports Avocet Stores’ ongoing digital transformation plan to earn leadership status in UK retail innovation. The implementation of AI-powered solutions enables Avocet to deliver better customer experiences while giving the company premier market position. Successful implementation of this project will provide an example for upcoming technological developments in the organization, while enabling growth and profitability throughout time.

The implementation of AI algorithms carries the potential risk of errors that will produce mistaken recommendations for customers which leads to poor user satisfaction and reduces platform trust. The effect of this risk would be significant yet its occurrence is foreseen to be medium. A detailed test process and debugging phase featuring real-time data verification and continuous improvement of the learning capabilities will reduce this risk.

The unwillingness of customers to adopt the new system poses a challenge because they exhibit resistance either because they feel uncertain about using it or have concerns about data privacy. The probability of this risk is high even though its impact stands at medium level. To win customer acceptance Avocet Stores will use promotional offers combined with explicit data security information and loyalty programs.

System integration problems develop when digital platforms implement AI functionalities. The resulting problems will impact severely while the probability of occurrence stands at medium levels. A combination of thorough API testing procedures and backup functionality systems will provide Avocet Stores with stable digital platform connectivity between various digital interfaces.

Budget overruns represent a high danger to the project due to unforeseen development expenditures which have a medium probability of occurrence. Cost tracking activities and periodic financial inspections will monitor expenditures to prevent them from exceeding budget allocations.

Avocet Stores should take preventive measures against these potential issues to boost project outcomes while reducing operational interruptions.
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