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IN PRACTICE

Mapping Stakeholder Influence

Stakeholder | Is Affected by the Business | Affects the Businessby.... | Tools for Listening and
Group Through.... Responding to Stakeholders
Customers + Product and services + Purchases « Marketresearch groups
+ Warranties, after sales + Word-of-mouth advertis- | = Warranty flftment
senvices ing + Costomer hotines
+ Integrity/honesty during + Formal complaints + Code of ethcs, mission
the sles process + Boyeotts statements
* Branding and advertising |« Influence brand perception
andvalue
Employees Wages + Productuy + Employee councils
* Benefits « Loyalty [turnover) « Emploee hotlines.

Safe working conditions.
Flex ime

Training and development
Career path

« Word of mouth and
reputation

« Lawsuits

« Trade secrets

« Theft or sabotage

Safety programs
Wages and benefits

Flex time, telecommuting
Training oppartunities

Code of ethics,
mission statements

Timely payment
Order consistency
Protection of intellectual

« Quality products.
« Timely delivery
« Price and payment terms

Supplier councils.
Quality control policies
Payment policies

property * Willingness to innovate: « Joint ventures, alliances,
« Word of mouth and * Flexibility in respond- or other mechanisms to
reputation ing to crises or unusual promote cooperation
demands
Investors. « Earnings. « Providing capital « Investor conference calls

Integrity/honesty in
accounting policies and
reporting

Information disclosure
about strategies and other
material events.

« Short selling
« Inducing others to buy

« Analyst reports and
recommendations

and guidance
Investor relations
offices.

Board of directors

Code of ethics, mission
statements

Governments

Environmental pollution,
traffic

Tax revenue and demand
for public services
Employees living in the
community

Philanthropy and
volunteering

Lobbying and other legal
activity

« Tax policy

« Regulations and
enforcement

« Investments in community
infrastructure

« Educational systems and
quality

« Quality of life for
employees

Government relations.
Lobbying efforts

Philanthropy and
donations

Environmental policies
Community impact studies
Volunteering efforts.

Employee involvernent in
local egional poliical
groups, activiies





