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Understanding and Engaging Stakeholders in the Successful Launch of Connect Plus at A I Traders Ltd
[bookmark: _Toc733272100]Executive Summary
This report explains why stakeholder engagement is important for the successful launch of Connect Plus at A I Traders Ltd. The company sells home and kitchen appliances in the UK and wants to improve customer experience by introducing a new digital loyalty platform. Connect Plus will use Artificial Intelligence (AI) to give customers personalised product recommendations, digital rewards, and special offers. The platform will also help the company understand customer needs and improve business decisions.
The report identifies the main internal and external stakeholders involved in the project. These include senior managers, employees, customers, suppliers, technology partners, investors, and government regulators. Stakeholder management tools, such as the Power Interest Matrix and the Salience Model, will be used to identify which stakeholders have the greatest influence on the project.
The report also explains the roles and responsibilities of the main stakeholders, together with the benefits they bring and the challenges they may face. Different stakeholder engagement methods, including communication plans, the RACI Matrix, and the 4Cs model, are discussed to show how good communication and teamwork can help the project succeed. Finally, the report evaluates how sustainable stakeholder engagement can improve customer satisfaction, business performance, and long-term growth. The report finishes with recommendations to help A I Traders Ltd build strong stakeholder relationships and successfully launch the Connect Plus platform.
[bookmark: _Toc743172824]1. Introduction
A I Traders Ltd is a UK based company that sells home and kitchen appliances through online and retail channels. As technology continues to develop, customers expect businesses to provide faster services, personalised shopping experiences, and digital rewards. To meet these expectations and remain competitive, A I Traders Ltd plans to introduce Connect Plus, a new AI powered customer loyalty and engagement platform.
Connect Plus will allow customers to receive personalised product recommendations, collect reward points, receive special offers, and access services through their mobile devices. The platform will also collect customer data to help the company understand buying behaviour and improve future business decisions. The project is expected to launch within six months and will support the company's future growth in both UK and international markets.
The success of Connect Plus depends on effective stakeholder engagement. Stakeholders are people or organisations that can influence the project or are affected by it. These include company managers, employees, customers, suppliers, technology partners, investors, and government bodies. If stakeholders are involved from the beginning, they are more likely to support the project and help solve problems during implementation. However, poor stakeholder engagement can lead to misunderstandings, delays, higher costs, and resistance to change.
This report explains the importance of stakeholder engagement during the Connect Plus project. It identifies the main stakeholders and analyses their roles, responsibilities, and level of influence. The report also applies stakeholder management theories and models to explain how the project manager can build good relationships, improve communication, manage conflicts, and increase stakeholder commitment. Finally, the report evaluates how sustainable stakeholder engagement can improve business performance and support the long-term success of A I Traders Ltd.
[bookmark: _Toc24086198]2. SMART Objectives 
The main objectives of the Connect Plus project are:
1. Launch the Connect Plus platform within six months and stay within the approved project budget.
2. Increase customer retention by 20% within one year after the platform is launched.
3. Ensure that all employees receive training before the platform goes live.
4. Improve customer satisfaction by 15% within twelve months by providing personalised rewards and better customer support.
5. Follow all UK data protection regulations and maintain a reliable platform with at least 99% system availability during the first year of operation.

[bookmark: _Toc1422422255]3. Identification and Analysis of Key Internal and External Stakeholders 
The success of the Connect Plus project depends on identifying and engaging the right stakeholders. Stakeholders are individuals or groups who can affect the project or who are affected by its outcomes. According to Freeman (1984), stakeholders are an important part of every organisation because they influence business decisions and long-term success. If stakeholders are managed effectively, they can support the project, reduce risks, and improve business performance. For this reason, A I Traders Ltd must identify both internal and external stakeholders before the Connect Plus platform is launched.
This section uses the Power Interest Matrix and the Salience Model to identify and prioritise the main stakeholders involved in the project.
[bookmark: _Toc1387333896]3.1. Internal Stakeholders
Internal stakeholders are people who work within the organisation and are directly involved in planning, developing, and delivering the Connect Plus platform.
Senior Management
Senior managers provide leadership, approve budgets, and make strategic decisions throughout the project. They have high power because they control resources and final project approval. They also have high interest because the success of Connect Plus will improve business growth, customer loyalty, and profitability.
Project Manager
The Project Manager is responsible for planning, coordinating, monitoring, and delivering the project. This role includes managing resources, communicating with stakeholders, controlling risks, and ensuring the project is completed on time and within budget. The Project Manager has both high power and high interest because they are responsible for the project's overall success.
Information Technology (IT) Team
The IT team designs, develops, tests, and maintains the Connect Plus platform. They also ensure that customer data is secure and that the platform operates reliably. Their technical knowledge is essential for implementing AI features and integrating the platform with existing business systems.
Marketing Department
The marketing team is responsible for promoting Connect Plus before and after its launch. They develop advertising campaigns, communicate the benefits of the platform, and encourage customers to join the loyalty programme. Marketing staff have a high interest because customer adoption directly affects the success of the project.
Customer Service Team
Customer service employees help customers register, answer questions, solve technical problems, and collect customer feedback. Their daily interaction with customers allows the company to improve the platform after launch.
Finance Department
The finance team manages the project budget, monitors costs, and evaluates the financial performance of Connect Plus. They ensure that project spending remains within the approved budget while supporting future investment decisions.
[bookmark: _Toc1146413412]3.2. External Stakeholders
External stakeholders are individuals or organisations outside A I Traders Ltd that influence or are influenced by the project.
Customers
Customers are the most important external stakeholders because they will use the Connect Plus platform. Their feedback, satisfaction, and continued loyalty determine whether the project achieves its objectives. Customers expect a simple, secure, and personalised experience when using the platform.
Suppliers
Suppliers provide products that are sold through A I Traders Ltd. Better customer data from Connect Plus can help suppliers understand product demand and improve stock availability. Strong supplier relationships also help maintain product quality and timely deliveries.
Technology Partners
Technology partners provide software, cloud services, cybersecurity solutions, and AI technologies required for Connect Plus. Their expertise helps ensure the platform is secure, reliable, and capable of supporting future business growth.
Government and Regulatory Bodies
Government agencies and regulators ensure that the company follows legal and ethical requirements, especially regarding customer data protection. A I Traders Ltd must comply with the UK General Data Protection Regulation (UK GDPR) and other relevant laws to protect customer information and maintain public trust.
Investors and Financial Partners
Investors and financial partners provide funding and expect the project to improve business performance. They monitor project progress, financial returns, and business risks before making future investment decisions.
[bookmark: _Toc707416152]3.3. Stakeholder Analysis Using the Power Interest Matrix
The Power Interest Matrix is a useful tool because it helps organisations decide how much attention should be given to each stakeholder (Mendelow, 1991).
Stakeholders with high power and high interest, such as senior management, the Project Manager, and key technology partners, should be managed closely because they make important decisions and directly influence project success.
Stakeholders with high power but lower interest, such as regulators and some investors, should be kept satisfied by providing regular progress reports and ensuring legal compliance.
Stakeholders with low power but high interest, including customers, customer service staff, and the marketing team, should be kept informed through regular communication, training, surveys, and feedback sessions.
Stakeholders with low power and low interest require less frequent communication, but they should still receive important project updates when necessary.
Using the Power Interest Matrix allows A I Traders Ltd to focus time and resources on the stakeholders who have the greatest influence over the Connect Plus project.
[bookmark: _Toc862004902]3.4. Stakeholder Analysis Using the Salience Model
The Salience Model, developed by Mitchell, Agle and Wood (1997), classifies stakeholders according to three factors: power, legitimacy, and urgency. This model helps managers decide which stakeholders require immediate attention.
Senior management has all three characteristics because they have the authority to make decisions, their involvement is legitimate, and project decisions often require immediate action. Customers are also highly important because they have legitimate interests and their feedback directly affects the success of the platform. Technology partners are significant because they provide specialist knowledge that is essential for completing the project successfully. Government regulators have legal authority and require the company to comply with data protection and consumer protection laws.
By applying the Salience Model, A I Traders Ltd can prioritise stakeholders based on their level of influence and ensure that communication and engagement activities are focused on those who have the greatest impact on the project.
Overall, using both the Power Interest Matrix and the Salience Model provides a structured approach to stakeholder identification and prioritisation. These frameworks help A I Traders Ltd build stronger relationships, improve communication, reduce project risks, and increase the likelihood of successfully launching the Connect Plus platform.
[bookmark: _Toc43079127]4. Roles, Responsibilities, Benefits and Challenges of Key Stakeholders
After identifying the main stakeholders, it is important to understand their roles, responsibilities, benefits, and possible challenges during the Connect Plus project. Each stakeholder makes a different contribution to the project, and effective collaboration between them increases the chances of a successful implementation. According to Ashcroft (2017), organisations achieve better project outcomes when stakeholders understand their responsibilities and maintain strong working relationships throughout the project lifecycle.
	Stakeholder
	Role and Responsibility
	Benefits
	Challenges

	Senior Management
	Approves the project budget, provides leadership, and makes strategic decisions.
	Strong leadership, faster decision making, and support for the project.
	Balancing project costs with business objectives.

	Project Manager
	Plans, coordinates, monitors progress, manages risks, and communicates with stakeholders.
	Ensures the project is completed on time, within budget, and meets business objectives.
	Managing different stakeholder expectations and resolving conflicts.

	IT Team
	Develops, tests, maintains, and secures the Connect Plus platform.
	Provides a reliable, secure, and user-friendly digital platform.
	Technical problems, cybersecurity risks, and system integration issues.

	Marketing Team
	Promotes Connect Plus through advertising and customer engagement campaigns.
	Increases customer awareness, platform adoption, and customer loyalty.
	Reaching different customer groups and competing with other retailers.

	Customers
	Use the platform, provide feedback, and participate in the loyalty programme.
	Improved shopping experience, personalised offers, and digital rewards.
	Concerns about data privacy and adapting to new technology.

	Technology Partners
	Provide AI software, cloud services, and technical support.
	Improve system performance, innovation, and long-term scalability.
	Maintaining system reliability and meeting project deadlines.



The table shows that every stakeholder has a different responsibility but works towards the same project goal. Senior management provides direction and resources, while the Project Manager coordinates daily project activities. The IT team focuses on developing a secure and reliable platform, whereas the marketing team encourages customers to adopt the new system. Customers and technology partners also play an important role because their feedback and technical expertise help improve the quality of Connect Plus.
Although each stakeholder brings valuable knowledge and experience, several challenges may affect the project. Different stakeholders often have different priorities, which can create disagreements about project costs, deadlines, or system features. Customers may also worry about how their personal information is collected and stored. Similarly, technology partners may face technical difficulties when integrating Artificial Intelligence into existing business systems.
Christopher, Payne and Ballantyne (2013) explain that successful organisations create value by building long term relationships with stakeholders instead of focusing only on short term business goals. Therefore, A I Traders Ltd should maintain regular communication, encourage stakeholder feedback, and respond quickly to any concerns throughout the project. By clearly defining stakeholder roles and responsibilities, the company can improve teamwork, reduce misunderstandings, and increase the likelihood of successfully launching the Connect Plus platform.
[bookmark: _Toc1787046516]5. Stakeholder Engagement Process and Conflict Management
[bookmark: _Toc334518305]5.1 Stakeholder Engagement Process
After identifying the key stakeholders, the next step is to develop a stakeholder engagement process. Stakeholder engagement is a continuous activity that begins at the planning stage and continues until the project is completed. According to Ashcroft (2017), organisations build stronger relationships and improve project success when stakeholders are engaged throughout the entire project rather than only at the beginning. For the Connect Plus project, A I Traders Ltd should involve stakeholders at every stage to improve communication, increase trust, and reduce project risks.
As the Project Manager, I would follow a structured engagement process to ensure that all stakeholders remain informed and involved throughout the project. The first step is to identify all internal and external stakeholders and understand their level of influence and interest. This information helps the project team decide how often each stakeholder should receive updates and what type of communication should be used.
The second step is to analyse stakeholder needs and expectations. Different stakeholders have different priorities. For example, senior management expects the project to be completed within budget and on time, while customers expect an easy-to-use platform that provides personalised rewards and protects their personal information. Understanding these expectations allows the Project Manager to develop suitable engagement strategies for each stakeholder group.
The third step is to develop a stakeholder engagement plan. The plan explains how information will be shared, who is responsible for communication, and how stakeholder feedback will be collected. Freeman (1984) states that organisations achieve better results when stakeholders are treated as partners rather than simply people who receive information. Therefore, stakeholders should be encouraged to provide suggestions throughout the project.
The fourth step is regular communication and monitoring. Progress meetings, emails, project reports, and customer surveys should be used to keep stakeholders informed. Regular communication reduces misunderstandings and helps identify problems before they become serious.
The final step is to review stakeholder feedback and make improvements where necessary. Customer comments, employee suggestions, and management reviews should be analysed regularly to improve the Connect Plus platform before and after its launch. This continuous improvement process increases stakeholder satisfaction and supports long term project success.
[bookmark: _Toc685561165]Figure 5.1.1 Stakeholder Engagement Process
Identify Stakeholders
          │
          ▼
Analyse Stakeholder Needs
          │
          ▼
Develop Engagement Plan
          │
          ▼
Communicate and Engage
          │
          ▼
Collect Feedback
          │
          ▼
Review and Improve

Figure 5.1.1 shows that stakeholder engagement is a continuous cycle rather than a onetime activity. Each stage supports the next, helping A I Traders Ltd build stronger relationships with stakeholders while reducing project risks. Christopher, Payne and Ballantyne (2013) argue that continuous communication and relationship building create long term value for both organisations and their stakeholders. Therefore, regular engagement throughout the Connect Plus project will improve collaboration, increase customer confidence, and support the successful delivery of the platform.
[bookmark: _Toc447444526]5.2 Stakeholder Engagement Tools
To ensure the Connect Plus project is delivered successfully, A I Traders Ltd should use suitable stakeholder engagement tools. These tools help define responsibilities, improve communication, and reduce confusion between stakeholders. According to the Association for Project Management (APM, 2023), clear communication and defined responsibilities improve project performance and reduce the risk of delays. As Project Manager, I would use a RACI Matrix and a Communication Plan to manage stakeholder engagement throughout the project.
[bookmark: _Toc1746432920]5.2.2 RACI Matrix
The RACI Matrix clearly identifies who is Responsible (R), Accountable (A), Consulted (C), and Informed (I) for each project activity. This helps avoid duplicated work and ensures everyone understands their responsibilities.
	Project Activity
	Senior Management
	Project Manager
	IT Team
	Marketing Team
	Customer Service

	Project Planning
	A
	R
	C
	I
	I

	Platform Development
	I
	A
	R
	I
	I

	Marketing Campaign
	I
	C
	I
	R
	I

	Employee Training
	I
	A
	C
	C
	R

	Platform Launch
	A
	R
	R
	R
	C



The RACI Matrix improves accountability and helps each department understand its role before and during the launch of Connect Plus.
[bookmark: _Toc419629765]5.2.3 Communication Plan
Effective communication keeps stakeholders informed and encourages collaboration. Kerzner (2022) explains that successful projects depend on regular communication between stakeholders throughout the project lifecycle.
	Stakeholder
	Information Required
	Method
	Frequency

	Senior Management
	Project progress and budget
	Project report and meetings
	Monthly

	IT Team
	Technical updates
	Team meetings
	Weekly

	Marketing Team
	Launch activities
	Meetings and email
	Weekly

	Customers
	New features and rewards
	Website, email and mobile app
	Monthly

	Technology Partners
	Technical requirements
	Online meetings
	Fortnightly


Using both the RACI Matrix and the Communication Plan allows A I Traders Ltd to improve teamwork, reduce communication gaps, and ensure that every stakeholder receives the right information at the right time. These tools also support better decision making and help keep the Connect Plus project on schedule.
[bookmark: _Toc779635283]5.3 Managing Stakeholder Conflicts Using the 4Cs Model
Stakeholder conflicts are common during projects because different stakeholders often have different goals and expectations. For example, senior management may want to reduce project costs, while the IT team may request additional funding to improve the security and performance of the Connect Plus platform. Customers may also expect new features that increase development time. If these conflicts are not managed properly, they can delay the project and reduce stakeholder satisfaction.
As the Project Manager, I would use the 4Cs Model to build positive relationships and resolve disagreements. The model focuses on Communication, Consultation, Collaboration, and Commitment. According to Ashcroft (2017), strong stakeholder relationships are built through open communication, trust, and continuous engagement rather than only formal meetings.
[bookmark: _Toc1478716551]Figure 5.3.1 The 4Cs Model
          Communication
                 │
                 ▼
           Consultation
                 │
                 ▼
           Collaboration
                 │
                 ▼
            Commitment

· Communication is the first stage of the model. Regular meetings, emails, and progress reports ensure that stakeholders understand project objectives and any changes made during the project.
· Consultation involves asking stakeholders for their opinions before important decisions are made. For example, customer feedback can help improve the ConnectPlus platform before it is officially launched.
· Collaboration encourages different departments to work together to solve problems. The Project Manager should organise workshops and cross functional meetings where the IT, marketing, finance, and customer service teams can share ideas and agree on practical solutions.
· Commitment is achieved when stakeholders understand the project's benefits and actively support its objectives. Freeman (1984) explains that organisations achieve better results when stakeholders are treated as valuable partners rather than simply individuals who receive information.
Although the 4Cs Model provides a structured approach to stakeholder engagement, no single method can solve every conflict. The Project Manager must remain flexible and select different communication and negotiation methods depending on the situation. By applying the 4Cs Model throughout the Connect Plus project, A I Traders Ltd can strengthen stakeholder relationships, improve teamwork, reduce conflict, and increase the likelihood of a successful project delivery.
[bookmark: _Toc396446106]6. Evaluating the Impact of Sustainable Stakeholder Engagement on Business Performance
Sustainable stakeholder engagement is an important part of successful project management because it creates long term relationships between an organisation and its stakeholders. It is not only about completing a project but also about maintaining trust, cooperation, and continuous improvement after the project has been delivered. According to Bryson (2018), organisations achieve better performance when they involve stakeholders in decision making and maintain positive relationships over time. For A I Traders Ltd, sustainable stakeholder engagement will help ensure that the ConnectPlus platform continues to deliver value to customers, employees, suppliers, and the business.
One of the biggest benefits of sustainable stakeholder engagement is improved customer satisfaction. Customers who receive personalised recommendations, reward points, and quick support are more likely to continue using the ConnectPlus platform. Regular customer feedback also helps the company improve its products and services. This increases customer loyalty and encourages repeat purchases, leading to higher sales and long term business growth.
Employee performance can also improve through sustainable engagement. Employees who understand the company's goals and receive regular communication are more motivated to support organisational change. Training programmes, team meetings, and employee feedback sessions allow staff to develop new skills and contribute ideas for improving the platform. According to the Project Management Institute (2021), engaged stakeholders increase the likelihood of project success because they are more committed to achieving project objectives.
Strong stakeholder engagement also improves relationships with suppliers and technology partners. Regular communication allows suppliers to plan stock levels more effectively while technology partners can provide system updates, security improvements, and technical support. These strong partnerships reduce operational risks and improve service quality.
Another important benefit is better decision making. Managers who receive regular feedback from customers, employees, and business partners can identify problems more quickly and make informed decisions. Bourne (2015) explains that stakeholder relationships provide valuable information that supports better project planning and reduces uncertainty during project implementation.
[bookmark: _Toc1630293523]Table 6.1 Impact of Sustainable Stakeholder Engagement
	Business Area
	Positive Impact

	Customer Satisfaction
	Improved loyalty, repeat purchases, and positive reviews

	Employee Performance
	Higher motivation, teamwork, and productivity

	Financial Performance
	Increased sales and stronger long-term profitability

	Business Reputation
	Greater trust and improved public image

	Innovation
	Better ideas through stakeholder feedback

	Risk Management
	Earlier identification of project risks and faster solutions



Table 6.1 shows that sustainable stakeholder engagement benefits almost every area of the business. Instead of focusing only on short term project success, A I Traders Ltd can improve its overall organisational performance through continuous stakeholder involvement.
Despite these benefits, sustainable stakeholder engagement also presents several challenges. Maintaining regular communication with different stakeholder groups requires time, financial resources, and skilled project management. International stakeholders may have different cultural expectations, communication styles, and business practices, making engagement more complex. Data privacy is another important issue because ConnectPlus stores customer information. The company must ensure that all customer data is collected, stored, and processed responsibly.
Ethical stakeholder engagement is equally important. Crane and Matten (2016) argue that organisations should balance business objectives with their responsibilities towards customers, employees, suppliers, and society. This means A I Traders Ltd should be transparent about how customer data is collected and used while ensuring fairness in AI generated recommendations. Ethical business practices increase stakeholder trust and reduce the risk of legal or reputational damage.
Although sustainable stakeholder engagement requires additional investment, the long-term benefits are greater than the costs. Better communication, stronger relationships, improved innovation, and increased customer loyalty all contribute to stronger business performance. Jones, Harrison and Felps (2018) also suggest that organisations which create value for multiple stakeholders are more likely to achieve sustainable competitive advantage than organisations that focus only on financial performance.
Overall, sustainable stakeholder engagement supports the long-term success of the Connect Plus project by improving communication, encouraging collaboration, strengthening stakeholder trust, and supporting continuous business improvement. By maintaining strong relationships with all stakeholder groups, A I Traders Ltd can improve customer satisfaction, increase operational efficiency, and strengthen its position within the highly competitive retail and e commerce market.
[bookmark: _Toc57900774]7. Recommendations and Conclusion
[bookmark: _Toc1400547980]7.1 Recommendations
Based on the findings of this report, A I Traders Ltd should continue to develop a strong stakeholder engagement strategy throughout the Connect Plus project. Firstly, the company should maintain regular communication with all stakeholders by using meetings, email updates, and customer feedback surveys. This will improve transparency and reduce misunderstandings during the project.
Secondly, employees should receive regular training to improve their digital skills and confidence before the Connect Plus platform is launched. Well trained employees are more likely to support organisational change and provide better customer service. According to the Project Management Institute (2021), continuous stakeholder engagement and effective communication increase the likelihood of successful project delivery.
Thirdly, A I Traders Ltd should regularly review customer feedback and use the information to improve the platform. Customer opinions can help identify system weaknesses and introduce new features that meet changing customer needs. Finally, the company should continue to follow ethical business practices by protecting customer information and ensuring that Artificial Intelligence is used fairly and responsibly. Crane and Matten (2016) explain that ethical decision making strengthens stakeholder trust and supports long term business success.
[bookmark: _Toc1064345129]7.2 Conclusion
This report has demonstrated that stakeholder engagement plays a vital role in the successful planning, development, and implementation of the Connect Plus platform at A I Traders Ltd. The report identified the main internal and external stakeholders and explained their roles, responsibilities, benefits, and challenges. It also applied recognised stakeholder management frameworks, including the Power Interest Matrix, Salience Model, RACI Matrix, Communication Plan, and the 4Cs Model, to support effective stakeholder engagement.
Overall, successful stakeholder engagement depends on continuous communication, collaboration, trust, and shared responsibility. By building positive relationships with customers, employees, suppliers, technology partners, and other stakeholders, A I Traders Ltd can reduce project risks, improve decision making, increase customer satisfaction, and strengthen long term business performance. As highlighted by Ashcroft (2017), organisations that build and maintain strong stakeholder relationships are more likely to achieve sustainable success. Therefore, effective stakeholder engagement should remain a key priority throughout the Connect Plus project and future business developments.
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