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Figure. GXO Logistics Distribution Centre.
Source: GXO Logistics (2025)
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Stakeholder Engagement Strategy for the Successful Implementation of the ConnectPlus Platform at GXO Logistics Tamworth Distribution Centre
Academic Report submitted by the Project Manager for the implementation of ConnectPlus at GXO Logistics Tamworth Distribution Centre.
[bookmark: _Toc235388193]Executive Summary.
Digital transformation has become a strategic priority for organisations operating within the global logistics industry. Advances in artificial intelligence (AI), mobile technologies and data analytics are changing how organisations communicate, engage employees and improve operational performance. As Project Manager at GXO Logistics Tamworth Distribution Centre, I have been appointed to lead the implementation of ConnectPlus, an AI-enabled employee engagement and communication platform designed to strengthen workforce collaboration, support operational decision-making and improve employee experience before its wider international rollout.
The report concludes that the successful implementation of ConnectPlus depends not only on technological capability but also on maintaining stakeholder trust, transparent communication and collaborative decision-making throughout the project lifecycle. Recommendations are provided to support sustainable stakeholder engagement while ensuring compliance with organisational policies, UK legislation and recognised project management principles.
The report applies stakeholder theory, Mendelow’s Power-Interest Matrix, the Salience Model, the 4Cs Model and the RACI Matrix to evaluate stakeholder engagement throughout the project lifecycle. It also evaluates conflict management, legal compliance and responsible AI governance before presenting recommendations to support successful implementation.
[bookmark: _Toc235388194]1. Introduction
GXO Logistics is one of the world's leading contract logistics providers, operating hundreds of distribution centres across Europe and North America while delivering warehousing, transportation and e-commerce fulfilment services for internationally recognised customers. Alongside investments in automation and warehouse technology, GXO has identified digital innovation, employee development, ethical leadership and operational excellence as key strategic priorities (GXO Logistics, 2025). These priorities provide the organisational context for implementing ConnectPlus, an AI-enabled mobile platform designed to improve communication, employee engagement and operational collaboration.
However, introducing digital innovation extends beyond technical implementation. Digital transformation projects frequently fail because organisations underestimate stakeholder engagement and change management rather than technological capability (Project Management Institute, 2021). Employees may resist new technologies if they perceive them as surveillance tools, making stakeholder engagement a critical success factor throughout the project lifecycle.
As Project Manager, my primary responsibility is to identify, analyse and engage stakeholders while balancing operational requirements, compliance, transparency and internal conflicts of interest.
[bookmark: _Toc235388195]2. PESTEL Analysis 
A PESTEL analysis was undertaken to evaluate the macro-environmental factors influencing the implementation of ConnectPlus (Bryson, 2018).
Figure 1. PESTEL Analysis for the ConnectPlus implementation project.
Source: Author’s own work, adapted from Bryson, (2018).
[bookmark: _Toc235388196]3. SWOT Analysis
WEAKNESSES
· Employee resistance to change.
· Training requirements across multiple shifts.
· Dependence on successful user adoption.
· Initial implementation costs and resource demands.

STRENGTHS
· Strong executive support for digital transformation.
· Experienced project manager and IT team.
· Existing digital infrastructure within GXO Logistics.
· AI- enabled communication improves operational efficiency.








OPPORTUNITIES
· International rollout across GXO operations.
· Improved employee engagement and collaboration.
· Better decision-making through AI and data insights.
· Strong organisational competitiveness.

 THREATS
· Cybersecurity threats and data breaches.
· Regulatory changes affecting AI and data protection.
· Negative employee perception regarding AI monitoring.
· Delays caused by stakeholder conflicts or resistance.








Figure 2. The SWOT Analysis of the ConnectPlus implementation project.

SWOT analysis demonstrates that whilst ConnectPlus benefits from strong organisational support and digital capability, successful implementation depends upon managing employee resistance, compliance obligations and cybersecurity risk.
[bookmark: _Toc235388197]4. SMART Project Objectives
The implementation of ConnectPlus will be guided by SMART objectives to ensure that project outcomes are measurable, realistic and aligned with GXO Logistics' digital transformation strategy (Doran, 1981; Project Management Institute, 2021).
Table 1. SMART Objectives for ConnectPlus Implementation
	SMART Element
	Project Objective

	Specific

	Implement ConnectPlus across GXO Logistics Tamworth to improve employee engagement, communication, operational collaboration and AI-supported decision-making.

	Measurable

	Achieve at least 90% employee registration, 80% monthly active users, a 20% improvement in employee engagement survey results and a 25% reduction in communication delays within six months.

	Achievable

	Deliver implementation through collaboration between Operations, HR, IT, senior management and external technology partners supported by structured training and stakeholder engagement activities.

	Relevant

	Support GXO Logistics' digital transformation strategy while improving operational efficiency, employee experience and organisational resilience.

	Time-bound

	Complete planning, pilot testing, employee training and full implementation within six months before wider deployment across selected international operations.





Figure 3. SMART Objectives Framework
Critical Reflection
SMART objectives support governance, but stakeholder acceptance and trust remain equally important; therefore, qualitative feedback will be reviewed alongside performance indicators (Project Management Institute, 2021).
[bookmark: _Toc235388198]5. Stakeholder Identification and Analysis 
The successful implementation of ConnectPlus depends on the ability to identify, prioritise and actively engage stakeholders throughout the project lifecycle. According to Freeman (1984), stakeholders include any individual or group capable of influencing, or being influenced by, organisational objectives. Within contemporary digital transformation projects, stakeholder management extends beyond communication activities and represents a strategic process that supports organisational change, innovation and long-term value creation (Ashcroft, 2017).
As Project Manager, my first responsibility is to identify stakeholders whose support is essential for the successful implementation of ConnectPlus within GXO Logistics Tamworth Distribution Centre.
Rather than assuming that all stakeholders require identical management approaches, I will prioritise engagement activities according to stakeholder influence, organisational legitimacy, project urgency and potential impact on project success. This section applies three complementary frameworks: the Stakeholder Register, Mendelow's Power-Interest Matrix and the Salience Model. Combining these approaches provides a more comprehensive understanding than relying on a single stakeholder mapping technique (Mitchell, Agle and Wood, 1997; Project Management Institute, 2021).
[bookmark: _Toc235388199]5.1 Stakeholder Register
The stakeholder register highlights the diversity of stakeholder expectations.
Table 2. Stakeholder Register.
	Stakeholder
	Internal/ External
	Primary Interest
	Project Influence

	Executive Leadership Team
	Internal
	Strategic success, ROI and digital transformation.
	Very High

	Project Sponsor
	Internal
	Successful delivery and governance.
	Very High

	Project Manager
	Internal
	Delivery within scope, cost and schedule.
	Very High

	IT Department
	Internal
	Secure implementation and system integration.
	High

	HR Department
	Internal
	Employee engagement and learning.
	High

	Operations Managers
	Internal
	Operational continuity and productivity.
	High

	Shift Managers and Team Leaders
	Internal
	Workforce coordination.
	Medium

	Warehouse Operatives
	Internal
	Ease of use, privacy and communication.
	Medium

	Data Protection Officer
	Internal
	GDPR compliance.
	High

	Health and Safety Team
	Internal
	Safe implementation practices.
	Medium

	Technology Vendor
	External
	Successful software deployment.
	High

	Customers
	External
	Service continuity and reliability.
	Medium

	Trade Union Representatives
	External
	Employee wellbeing and fair implementation.
	Medium

	UK Regulators
	External
	Legal compliance.
	High



Critical Reflection
Stakeholder priorities will evolve during implementation; therefore, the register should be reviewed after each project phase (Project Management Institute, 2021).
[bookmark: _Toc235388200]5.2 Stakeholder Mapping Using Mendelow's Power-Interest Matrix
Mendelow's Power-Interest Matrix is one of the most widely applied stakeholder management tools because it enables project managers to categorise stakeholders according to their organisational influence and level of interest in project outcomes (Mendelow, 1991). This allows communication resources to be allocated proportionately instead of adopting a standard engagement strategy for every stakeholder.
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Figure 4. Power-Interest Matrix.

Table 3. Stakeholder Prioritisation Using the Power-Interest Matrix.
	Quadrant
	Stakeholders
	Proposed Engagement

	Manage Closely
	Executive Leadership Team, Project Sponsor, IT Department, Project Manager
	Frequent meetings, decision workshops and performance reporting

	Keep Satisfied
	Data Protection Officer, UK Regulators
	Compliance updates, legal documentation and governance reviews

	Keep Informed
	HR Department, Operations Managers, Team Leaders, Warehouse Operatives
	Training sessions, newsletters, feedback surveys and team briefings

	Monitor
	Customers, Local Community
	Periodic communication where appropriate



As Project Manager, I will allocate the greatest level of engagement to stakeholders within the Manage Closely quadrant because their decisions directly influence project scope, resources and implementation timescales. However, I will also invest significant effort in engaging warehouse operatives despite their relatively lower organisational power. Their willingness to adopt ConnectPlus ultimately determines whether the platform delivers its intended organisational benefits.
Critical Evaluation
Mendelow’s framework is practical, but it assumes stakeholder power remains stable. This is limited in digital transformation projects because warehouse operatives may have low formal authority yet high practical influence during implementation. Therefore, I will combine Mendelow’s framework with the Salience Model.
[bookmark: _Toc235388201]5.3 Stakeholder Prioritisation Using the Salience Model
Mitchell, Agle and Wood (1997) argue that stakeholder importance should be assessed according to three attributes: power, legitimacy and urgency. Stakeholders possessing all three characteristics require immediate managerial attention because they are capable of influencing both strategic decisions and operational outcomes.
Definitive Stakeholders

Figure 5. Salience Model.
Stakeholders possessing one, two or all three attributes vary in salience and priority. 
Table 4. Salience Analysis.
	Stakeholder
	Power
	Legitimacy
	Urgency
	Stakeholder Classification

	Executive Leadership Team
	✓
	✓
	✓
	Definitive

	Project Sponsor
	✓
	✓
	✓
	Definitive

	IT Department
	✓
	✓
	✓
	Definitive

	Data Protection Officer
	✓
	✓
	✓
	Definitive

	HR Department
	✓
	✓
	✓
	Dominant

	Warehouse Operatives
	-
	✓
	✓
	Dependent

	Trade Union Representatives
	-
	✓
	✓
	Dependent

	Technology Vendor
	✓
	✓
	✓
	Dominant



The Salience Model provides a more dynamic understanding of stakeholder importance because it recognises that formal organisational authority alone does not determine project influence. For example, warehouse operatives possess limited decision-making power but have legitimate concerns regarding AI-supported recommendations, workload and personal data processing. Ignoring these concerns could reduce user adoption and jeopardise project success despite the group's relatively low hierarchical position.

Critical Reflection
The Salience Model provides greater flexibility than Mendelow's matrix by recognising legitimacy and urgency alongside power. 
[bookmark: _Toc235388202]6. Roles, Responsibilities, Benefits and Challenges of Key Stakeholders
Within GXO Logistics Tamworth Distribution Centre, ConnectPlus represents more than the implementation of a new mobile platform. It is an organisational change initiative that influences communication, operational processes, employee engagement and the use of AI-supported decision-making. Consequently, stakeholder responsibilities extend beyond technical implementation and include leadership, organisational culture, legal compliance and continuous improvement.
Table 5. Roles, Responsibilities, Benefits and Challenges of Key Stakeholders.
	Stakeholder
	Primary Responsibilities

	Executive Leadership Team
	Approve investment, provide strategic direction and monitor project performance.

	Project Sponsor
	Provide governance, remove organisational barriers and support decision-making.

	Project Manager
	Lead planning, stakeholder engagement, communication, risk and delivery.

	IT Department
	System integration, cybersecurity, technical support and testing.

	HR Department
	Employee engagement, training, change management and wellbeing.

	Operations Managers
	Coordinate implementation without disrupting warehouse performance.

	Warehouse Operatives
	Participate in training, pilot testing and continuous feedback.

	Data Protection Officer
	Monitor GDPR compliance and information governance.

	Technology Vendor
	Configure, customise and maintain ConnectPlus.



Executive Leadership and the Project Sponsor perform a strategic governance role by ensuring that ConnectPlus remains aligned with GXO Logistics' wider digital transformation objectives. Their commitment extends beyond budget approval because visible leadership significantly influences employee acceptance of organisational change (Kotter, 2012). As Project Manager, I will provide monthly progress reports that combine project performance indicators with stakeholder engagement outcomes, ensuring that executive decisions are informed by both operational and behavioural evidence.
The IT Department has responsibility for system integration, cybersecurity, software testing and technical support. It will oversee secure integration, testing and phased deployment to minimise operational disruption.
The HR Department plays an equally important role by supporting organisational change rather than simply delivering employee training. HR will work closely with Operations Managers to deliver practical workshops, digital learning resources and continuous communication throughout implementation.
Warehouse Operatives represent the largest stakeholder group and, despite possessing relatively limited organisational authority, they remain critical to project success. ConnectPlus cannot achieve its objectives unless employees actively use the platform and trust the AI-enabled features embedded within it. As Project Manager, I will establish employee focus groups during the pilot phase to gather feedback on usability, accessibility and communication effectiveness before organisation-wide deployment.
[bookmark: _Toc235388203]6.1 Conflict of Interest Between Internal Stakeholders
Digital transformation projects frequently generate conflicts because stakeholders pursue different organisational priorities. Rather than viewing conflict as inherently negative, effective project managers recognise that constructive disagreement can improve decision-making when managed appropriately (Kerzner, 2022). The challenge is therefore to identify potential conflicts early and implement strategies that balance competing interests while maintaining organisational trust.

Table 6. Conflict of Interest Register.
	Stakeholders
	Potential Conflict
	Project Risk
	Mitigation Strategy

	Executive Leadership vs Operations Managers
	Pressure for rapid implementation versus operational continuity.
	Productivity loss.
	Phased deployment and milestone reviews.

	HR vs Warehouse Operatives
	AI-supported performance insights may be perceived as employee monitoring.
	Reduced engagement and resistance to adoption.
	Training and consultation.

	IT Department vs Operations Managers
	System testing may interrupt warehouse operations.
	Operational disruption.
	Pilot implementation outside peak operational periods.

	Project Team
	Requests for additional functionality may affect cost and schedule.
	Scope creep and budget overruns.
	Formal change control procedures.

	Project Team vs Data Protection Officer
	Demand for rapid deployment versus legal compliance requirements.
	Regulatory breaches and reputational damage.
	Compliance reviews before each implementation stage.



The most significant conflict is likely to arise between organisational efficiency and employee trust. Senior leaders may prioritise rapid implementation to accelerate business benefits, while employees may require additional reassurance regarding privacy, AI recommendations and workload implications. If these concerns are ignored, employee resistance could significantly reduce adoption despite successful technical implementation.
[bookmark: _Toc235388204]7. Stakeholder Engagement Strategy
Rather than relying on a single stakeholder management framework, I will integrate several complementary approaches. This section critically applies Freeman's Stakeholder Theory, the RACI Matrix, a Communication Plan, the 4Cs Model and the Thomas-Kilmann Conflict Management Model. Each framework contributes different strengths while also presenting limitations that must be recognised during project implementation.

Freeman’s (1984) Stakeholder Theory underpins the engagement strategy by emphasising the need to balance stakeholder interests throughout implementation.
[bookmark: _Toc235388205]7.1 Stakeholder Engagement Plan
Stakeholder engagement activities will vary according to stakeholder influence, project phase and information requirements. Engagement should therefore remain flexible rather than following a standard communication approach.
Table 7. Stakeholder Engagement Plan.
	Stakeholder
	Objective
	Engagement Method
	Frequency

	Executive Leadership
	Maintain strategic commitment.
	Governance meetings and KPI reports.
	Monthly

	Project Sponsor
	Monitor delivery and remove barriers.
	Progress reviews.
	Fortnightly

	IT Department
	Coordinate technical implementation.
	Agile workshops and sprint meetings.
	Weekly

	HR Department
	Support change management.
	Training workshops.
	Weekly

	Operations Managers
	Minimise operational disruption.
	Planning meetings.
	Weekly

	Warehouse Operatives
	Build confidence and encourage adoption.
	Demonstrations, surveys and pilot testing.
	Weekly

	Technology Vendor
	Monitor software delivery.
	Technical review meetings.
	Weekly

	Data Protection Officer
	Ensure legal compliance.
	Compliance reviews.
	Monthly



The engagement plan demonstrates that stakeholder communication is tailored according to stakeholder influence, organisational responsibilities and project priorities (Bourne, 2016).
[bookmark: _Toc235388206]7.2 RACI Matrix
The RACI Matrix clarifies stakeholder accountability by defining who is Responsible, Accountable, Consulted and Informed during each major project activity (Project Management Institute, 2021). This improves governance while reducing role ambiguity.
Table 8. Simplified RACI Matrix.
	Project Activity
	PM
	Sponsor
	IT
	HR
	Operations
	Employees
	Vendor

	Project Planning
	A/R
	C
	C
	C
	C
	I
	I

	Technical Development
	C
	I
	A/R
	I
	I
	I
	R

	Employee Training
	C
	I
	C
	A/R
	C
	R
	I

	Pilot Implementation
	A
	C
	R
	C
	R
	R
	R

	Full Rollout
	A/R
	C
	R
	R
	R
	R
	C

	Project Evaluation
	A/R
	C
	C
	C
	C
	C
	C



The RACI Matrix clarifies accountability but should be used alongside stakeholder engagement activities.
[bookmark: _Toc235388207]7.3 Communication Plan
Communication plays a central role in reducing uncertainty, encouraging collaboration and maintaining stakeholder confidence throughout organisational change (Kerzner, 2022). Poor communication frequently contributes to project resistance because stakeholders may interpret limited information as a lack of transparency (Christopher, Payne and Ballantyne, 2013).
Table 9. Communication Plan.
	Stakeholder
	Information Required
	Communication Channel
	Frequency
	Owner

	Executive Leadership
	Progress, risks, KPIs
	Executive reports
	Monthly
	Project Manager

	Project Team
	Tasks and milestones.
	Daily stand-up meetings.
	Daily
	Project Manager

	HR and Operations
	Training and implementation progress.
	Workshops
	Weekly
	HR Manager

	Warehouse Operatives
	Platform benefits, FAQs, and updates.
	Toolbox talks, mobile notifications, and posters.
	Weekly
	HR & Operations

	Technology Vendor
	Technical requirements.
	Microsoft Teams meetings.
	Weekly
	IT Lead

	Data Protection Officer
	Privacy documentation.
	Compliance meetings.
	Monthly
	Project Manager



[bookmark: _Toc235388208]7.4 The 4Cs Model
To strengthen long-term stakeholder relationships, I will apply the 4Cs Model.

Figure 6. 4Cs Stakeholder Engagement Model.
However, successful implementation of the 4Cs Model requires significant managerial time and organisational resources. Consequently, engagement activities must be prioritised according to stakeholder influence and project risk rather than attempting to involve every stakeholder in every decision.
[bookmark: _Toc235388209]7.5 Conflict Management
Stakeholder conflict is an inevitable feature of digital transformation projects because different stakeholder groups pursue different organisational objectives. Executive leaders typically prioritise implementation speed and return on investment, whereas employees may focus on workload, training and data privacy. Similarly, the IT Department seeks system security and technical reliability, while Operations Managers are primarily concerned with maintaining warehouse productivity. If these competing priorities are not managed effectively, they may delay implementation, reduce stakeholder commitment and undermine the anticipated benefits of ConnectPlus (Kerzner, 2022).
Conflict should be managed proactively because constructive disagreement can improve decision-making (Kerzner, 2022).
To achieve this, I will apply the Thomas-Kilmann Conflict Management Model, which identifies five approaches to conflict resolution: competing, collaborating, compromising, avoiding and accommodating (Thomas and Kilmann, 1974).

Figure 7. Thomas-Kilmann Conflict Management Model.
For the ConnectPlus implementation, the collaborating approach will be the preferred strategy because it encourages stakeholders to work together to achieve mutually beneficial outcomes. For example, concerns raised by warehouse operatives regarding AI-enabled performance insights should not be dismissed in favour of management priorities. Instead, collaborative workshops involving HR, Operations Managers, the IT Department and employee representatives will allow concerns to be discussed openly before implementation decisions are finalised.
[bookmark: _Toc235388210]7.6 Compliance, Legal Standards and Transparency
Successful stakeholder engagement requires more than effective communication and collaboration; it also depends upon maintaining compliance with legal and ethical standards. As ConnectPlus will process employee information and use AI-supported features to provide personalised recommendations, the project must comply with relevant legislation while maintaining stakeholder confidence.
As Project Manager, I will ensure that the implementation complies with the UK General Data Protection Regulation (UK GDPR) and the Data Protection Act 2018, both of which establish legal requirements for collecting, processing and storing personal data (Information Commissioner's Office, 2024). Compliance activities will be integrated into each project phase rather than treated as a final approval exercise.
Table 10. Compliance Responsibilities.
	Compliance Requirement
	Responsible Stakeholder
	Project Activity

	UK GDPR compliance
	Data Protection Officer
	Privacy Impact Assessment and compliance reviews

	Data Protection Act 2018
	Project Manager and DPO
	Data governance and policy implementation

	Cybersecurity controls
	IT Department
	System security testing and monitoring

	GXO Code of Conduct
	Executive Leadership and HR
	Ethical implementation and employee awareness

	AI transparency
	Project Manager, HR and IT
	Clear communication regarding AI-supported features



Transparency is particularly important because employees are more likely to support digital technologies when they understand how personal information is used and protected. Therefore, before implementation I will ensure that employees receive clear explanations covering:
· what personal data will be collected.
· why the information is required.
· who will have access to the data.
· how long information will be retained.
· how AI-generated recommendations are produced.
· how employees can raise concerns or request clarification.
Providing this information supports legal compliance while strengthening organisational trust. It also demonstrates that ConnectPlus has been implemented to improve communication and employee experience rather than to increase workplace surveillance.
[bookmark: _Toc235388211]7.7 Innovation and Responsible AI
Innovation represents one of GXO Logistics' strategic priorities and provides the rationale for introducing ConnectPlus as an AI-enabled employee engagement platform. By combining mobile technology, personalised communication and operational analytics, ConnectPlus has the potential to improve collaboration, knowledge sharing and workforce engagement across multiple warehouse functions.
However, innovation inevitably introduces uncertainty. Employees may question whether AI-generated recommendations are objective, while managers may become overly dependent on automated insights when making operational decisions. Recent research suggests that successful AI implementation depends upon maintaining appropriate levels of human oversight, transparency and stakeholder participation rather than relying exclusively on technological capability (Marnewick and Marnewick, 2022).
[bookmark: _Toc235388212]8. Evaluating the Impact of Sustainable Stakeholder Engagement on Business Performance
Sustainable stakeholder engagement extends beyond successful project delivery and focuses on developing long-term relationships that continue to create value after implementation has been completed. Within GXO Logistics, ConnectPlus should not be viewed simply as a mobile application but as an enabler of digital transformation, operational excellence and employee engagement. Consequently, the effectiveness of stakeholder engagement should be evaluated not only by whether the platform is delivered on time and within budget, but also by its contribution to organisational performance, employee commitment and continuous improvement (Ashcroft, 2017).
[bookmark: _Toc235388213]8.1 Employee Engagement and Organisational Performance
Employees represent the most influential stakeholder group during implementation because their willingness to adopt ConnectPlus will determine whether anticipated business benefits are achieved. Although Executive Leadership approves investment and strategic direction, operational value will only be realised if warehouse operatives actively use the platform to communicate, access training materials and engage with organisational initiatives.
Within GXO Logistics Tamworth, employees operate across multiple shifts within a fast-paced warehouse environment where rapid access to operational information is essential. ConnectPlus has the potential to strengthen workforce connectivity by providing real-time announcements, personalised learning resources, digital recognition programmes, and AI-supported recommendations. These features are expected to improve communication while reducing delays associated with traditional noticeboards or shift briefings.
However, these benefits should not be assumed. If employees perceive ConnectPlus primarily as a monitoring tool rather than a communication platform, trust may decline despite successful technical implementation. Sustainable engagement therefore depends upon transparency, consultation, and visible management support throughout the project lifecycle.
[bookmark: _Toc235388214]8.2 Operational Efficiency and Business Performance
One of the principal objectives of ConnectPlus is to strengthen operational efficiency by improving communication, information sharing and decision-making. Within a distribution centre, delayed or inconsistent communication may affect productivity, inventory accuracy and service reliability. Providing managers and employees with timely information supports faster responses to operational issues and improves cross-functional collaboration.
As the platform integrates AI-supported insights with workforce communication, managers will gain greater operational visibility while employees receive information that is directly relevant to their roles. This is expected to strengthen decision-making without increasing unnecessary administrative activity.
To evaluate project success, a balanced set of Key Performance Indicators (KPIs) will be monitored throughout implementation.
Table 11. Proposed Project Success Measures.
	Performance Area
	Key Performance Indicator (KPI)
	Target

	User Adoption
	Employee registration rate
	≥90%

	Platform Usage
	Monthly active users
	≥80%

	Employee Engagement
	Engagement survey improvement
	+20%

	Communication
	Reduction in communication delays
	25%

	Learning
	Mandatory training completion
	100%

	Operations
	Productivity maintained during rollout
	No significant decline

	Compliance
	GDPR breaches
	Zero



These indicators combine project delivery measures with organisational outcomes, reflecting the principle that digital transformation should improve business performance rather than simply introduce innovative technology.
[bookmark: _Toc235388215]8.3 Compliance, Ethics and Responsible Innovation
Responsible stakeholder engagement requires compliance with legal standards while maintaining ethical organisational practices. As ConnectPlus processes employee information and generates AI-supported recommendations, the project must comply with UK GDPR, the Data Protection Act 2018 and GXO Logistics' internal governance policies (Information Commissioner's Office, 2024).
Compliance alone, however, is insufficient to establish stakeholder confidence. Employees increasingly expect organisations to explain how digital technologies influence workplace decisions. Transparency therefore becomes both an ethical responsibility and a practical engagement strategy.
Within the ConnectPlus project, transparency will be demonstrated by ensuring that employees understand:
· what information is collected.
· why personal data is required.
· how AI-generated recommendations are produced.
· who has authorised access to information.
· how employees may challenge or correct inaccurate information.
Providing this information reduces uncertainty while reinforcing organisational accountability.
Innovation also requires responsible governance. Although AI can improve operational visibility and support managerial decision-making, excessive dependence on automated analytics may unintentionally reduce employee confidence if decisions appear to lack human judgement. Consequently, ConnectPlus will support managerial decision-making rather than replace it.
[bookmark: _Toc235388216]9. Recommendations
Based on the findings of this report, the following recommendations are proposed to support the successful implementation of ConnectPlus at GXO Logistics Tamworth Distribution Centre and its future deployment across selected international operations.
First, a phased implementation approach should be adopted. Conducting a pilot at the Tamworth Distribution Centre will allow technical issues, communication challenges, and stakeholder concerns to be identified before wider deployment. Lessons learned should then be incorporated into subsequent implementation phases.
Second, employee engagement should remain a continuous activity rather than ending after system launch. Regular feedback surveys, focus groups and platform analytics should be reviewed to identify opportunities for continuous improvement and strengthen workforce commitment.
Third, compliance should be embedded throughout the project lifecycle. Regular GDPR reviews, cybersecurity testing and AI governance assessments should ensure that ConnectPlus remains legally compliant while maintaining employee confidence in the responsible use of personal information.
Finally, project success should be evaluated using both operational and behavioural measures. Monitoring employee engagement, stakeholder satisfaction, and platform adoption alongside traditional project KPIs will provide a more accurate assessment of long-term organisational value.
[bookmark: _Toc235388217]10. Conclusion
This report has critically examined the importance of stakeholder engagement in supporting the successful implementation of the ConnectPlus platform at GXO Logistics Tamworth Distribution Centre. Although ConnectPlus is presented as an AI-enabled employee engagement and communication platform, the analysis demonstrates that technology alone is insufficient to achieve sustainable organisational change. Long-term success depends upon effective stakeholder relationships, transparent leadership, and responsible project governance.
The analysis also demonstrated that conflicts of interest, compliance requirements and transparency expectations should be regarded as strategic considerations rather than administrative activities. Responsible AI governance, effective communication and continuous stakeholder consultation are essential to maintaining employee trust and supporting successful digital transformation.
From a project management perspective, ConnectPlus should be viewed as a long-term organisational capability that strengthens operational visibility, employee engagement and cross-functional collaboration. The pilot implementation at GXO Logistics Tamworth provides an opportunity to refine stakeholder engagement practices before future international deployment, reducing implementation risks while supporting consistent organisational standards across different markets.
In conclusion, sustainable stakeholder engagement is not simply a project management technique but a strategic capability that enables organisations to deliver innovation responsibly, strengthen organisational resilience and create lasting value for employees, customers, and the wider business.
Future research could evaluate stakeholder engagement during international rollout of ConnectPlus across additional GXO Logistics sites.
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Political


UK Government supports digital Transformation and innovation


Trade agreements support international operations.


Advances in AI, mobile apps and cloud systems enable innovation.


Continuous technology updates and maintenance required.


Legal


Compliance with UK GDPR and Data Protection Act 2018 essential.


Employment laws affect monitoring and AI use.


Technological


Economic


Rising operational costs increase need for efficiency.


Environmental


Digital communication reduces paper usage.


Stable political environment for business investment.


Economic uncertainty may impact budgets.


Need for robust cybersecurity and system integration.


Contracts and vendor compliance must be managed.


Support GXO Logistics sustainability and carbon reduction goals.


Efficient operations reduce environmental impact.


Social


Employees expect digital tools, easy communication and flexibility.


Concerns about AI monitoring and data privacy may affect acceptance.


Multigenerational workforce requires inclusive engagement.


Investment in digital solutions improves productivity and reduces waste



SMART Objectives


Specific Clear, well-defined objectives


Relevant Aligned with project and business goals


Measurable Quantifiable to track progress


Time-bound
Defined timeframe or deadline


Achievable Realistic and attainable



Keep Satisfied
*Regulators
*Customers




Manage Closely
*Executive Leadership
*Project Sponsor
*Project Manager
*IT Department


Monitor
*Suppliers
*Local Community




Keep Informed
*HR Department
*Operations Managers
*Team Leaders
*Warehouse Operatives


POWER
Ability to influence the project


LEGITIMACY
Rightful involvement or stake


URGENCY
Time sensitivity of stakeholder claims



Communication
Share clear, timely and relevant information with stakeholders.


Collaboration
Work together to develop solutions and make decisions.



 Commitment
Build trust and secure buy-in for successful implementation


Consultation
Seek stakeholder input and listen to feedback.



1.Conflict Occurs
Differences or tensions arise between stakeholders. 


4. Implement Resolution
Agree actions and responsibilities.


5. Review and` Follow-up
Evaluate outcome and adjust if necessary.


2. Identify Conflict
Understand the issue and the interests involved.


3. Choose Approach
Collaborating/ Compromising/ Avoiding/Accommodating/ Competing.
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