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Executive Summary
The global hospitality industry is undergoing rapid transformation driven by technological innovation, artificial intelligence (AI), and increasing environmental and sustainability expectations. Organizations are required to adopt strategic and adaptive approaches to maintain competitiveness while delivering high-quality customer experiences. This report critically evaluates stakeholder engagement strategies in relation to the implementation of the StaySmart+ service within InterContinental Hotels Group (IHG), a leading multinational hospitality organization headquartered in London, United Kingdom.
StaySmart+ represents an innovative premium service designed to enhance customer experience through the integration of AI-powered systems, personalized travel services, and environmentally sustainable practices. The report evaluates both internal and external organizational environments using SWOT and PESTLE frameworks to assess strategic positioning. Furthermore, it identifies key stakeholders, analyses their roles and responsibilities, and evaluates engagement strategies necessary for successful implementation.
The study applies stakeholder management tools, including the stakeholder matrix, RACI framework, and structured communication plans to support project effectiveness. Additionally, the report critically examines stakeholder engagement through the 4C model: communication, collaboration, consultation, and commitment. The findings demonstrate that effective stakeholder engagement significantly enhances organizational performance, supports innovation, and strengthens competitive advantage. However, challenges such as stakeholder conflict, resistance to change, and technological complexity must be carefully managed. The report concludes that stakeholder engagement should be embedded as a continuous strategic process to ensure long-term organizational success.


. Introduction and Company Background
InterContinental Hotels Group (IHG) is a multinational hospitality organization headquartered in London. Established in 2003, the company operates more than 6000 hotels across over 100 countries, making it one of the largest hotel groups globally. Its portfolio includes internationally recognized brands such as InterContinental, Holiday Inn, and Crowne Plaza, which cater to a diverse range of customer segments from luxury to mid-scale markets.
The hospitality industry has experienced a significant transformation in recent years due to rapid technological advancements and evolving consumer expectations. Customers increasingly demand personalised services, seamless digital interactions, and environmentally responsible operations. These changes have forced organisations to continuously innovate their market position and competitive advantage (Johnson, Scholes & Whittington, 2020).
In response to these industry trends, IHG has developed StaySmart+, a premium service designed to enhance the overall customer experience. The service integrates AI-powered concierge systems, smart room technologies, and sustainability initiatives aimed at reducing environmental impact. This reflects the growing importance of digital transformation and sustainability within the hospitality sector (Bansal & DesJardine, 2014).
Stakeholder engagement plays a critical role in ensuring the successful implementation of such strategic initiatives. According to stakeholder theory, organizations must consider the interests and expectations of all stakeholders to achieve long-term success (Freeman, 1984). Effective stakeholder engagement enhances decision-making, reduces risks, and improves organizational performance (Bryson, 2018). Furthermore, organizations that actively engage stakeholders are better positioned to build trust, improve relationships, and achieve sustainable growth (Carroll & Buchholtz, 2014).
2. Project Overview and SMART Objectives
The StaySmart+ initiative is designed to transform customer experience by integrating advanced digital technologies and sustainable practices into hospitality services. The project aligns with IHG’s strategic objective of enhancing service quality while maintaining environmental responsibility.
Key Features:
•	AI-powered digital concierge
•	Personalized travel planning systems
•	Smart energy management technologies
•	Eco-friendly amenities
•	Contactless check-in and check-out services
SMART objectives provide a structured approach to goal setting by ensuring objectives are specific, measurable, achievable, relevant, and time-bound (Doran, 1981).
SMART Objectives:
	Objective
	Description

	Specific
	Launch StaySmart+ in London and Birmingham hotels

	Measurable
	Increase customer satisfaction by 20%

	Achievable
	Utilise existing digital infrastructure

	Relevant
	Improve competitiveness and service quality

	Time-bound
	Implementation within six months


These objectives ensure clarity, accountability, and measurable performance outcomes, enabling effective monitoring and evaluation of project success (Armstrong, 2020).
3. Situational Analysis
Situational analysis is essential for understanding both internal and external factors that influence organisational performance and strategic decision-making.
SWOT Analysis
	Strengths
	Weaknesses

	Strong global brand
	High implementation costs

	Loyal customer base
	Resistance to change

	Established infrastructure
	Complex organizational structure


	Opportunities
	Threats

	Growth in AI technology
	Strong competition

	Demand for sustainability
	Cybersecurity risks

	Market expansion
	Economic uncertainty



SWOT analysis provides a structured framework for evaluating internal strengths and weaknesses alongside external opportunities and threats (Gürel & Tat, 2017). For IHG, strong brand recognition and global presence provide a competitive advantage, while high costs and organisational complexity present internal challenges.
PESTLE Analysis

	Factor
	Impact

	Political
	Travel regulations and policies

	Economic
	Fluctuations in tourism demand

	Social
	Changing customer expectations

	Technological
	Rapid AI advancements

	Legal
	Data protection and compliance laws

	Environmental
	Sustainability pre



PESTLE analysis evaluates macro-environmental factors that influence organizational strategies and operations (Yüksel, 2012). In the context of StaySmart+, technological and environmental factors are particularly significant.
Critical Evaluation
In addition to SWOT and PESTLE analysis, it is essential to critically evaluate how internal and external factors interact to influence strategic decision-making. Technological advancements present significant opportunities for innovation; however, they also introduce risks such as cybersecurity threats and high implementation costs. This highlights the need for organizations such as IHG to balance innovation with effective risk management strategies. Furthermore, increasing demand for sustainable tourism demonstrates how social and environmental factors are becoming key drivers of competitive advantage. Organizations that fail to adapt to these expectations risk losing market share to more innovative competitors. Therefore, situational analysis should not only identify key factors but also support strategic alignment between organizational capabilities and external market conditions (Johnson, Scholes & Whittington, 2020; Hill, Jones & Schilling, 2020).

4. Stakeholder Identification

Stakeholders are individuals or groups that can influence or are affected by organizational activities. Effective stakeholder identification is essential for successful project planning and implementation, particularly in complex initiatives such as StaySmart+ (Freeman, 1984).
For InterContinental Hotels Group, stakeholders can be broadly categorized into internal and external groups.

Internal Stakeholders

Internal stakeholders are directly involved in organizational operations and decision-making processes.
•	Senior management
•	Project management team
•	IT department
•	Marketing team
•	Employees

Senior management plays a strategic role by providing leadership, setting organizational goals, and allocating resources. Project managers are responsible for coordinating activities and ensuring project delivery. Employees are critical in delivering service quality and implementing new systems.
External Stakeholders
External stakeholders influence organizational outcomes but are not directly involved in internal operations.
•	Customers
•	Technology partners
•	Suppliers
•	Government regulators
•	Travel agencies
Customers are particularly important as they directly influence organisational success through their satisfaction and loyalty. Technology partners contribute technical expertise, while regulators ensure compliance with legal and ethical standards.
Stakeholder Matrix
	Stakeholder
	Power
	Interest

	Senior Management
	High
	High

	Employees
	Medium
	High

	Customers
	Medium
	High

	Regulators
	High
	Medium

	Technology Partners
	High
	Medium



The stakeholder matrix is a valuable tool for prioritizing stakeholders based on their level of power and interest. This enables organizations to allocate resources effectively and develop appropriate engagement strategies (Mitchell, Agle & Wood, 1997; Savage et al., 1991).
Critical Evaluation
Stakeholders are not static; their level of influence and interest can change throughout the project's life cycle. For example, customers may have limited influence during the development stage but become highly influential during the implementation and feedback phases. Similarly, employees may initially resist change but become more engaged once they understand the benefits of new technologies.
This dynamic nature of stakeholders highlights the importance of continuously reviewing and updating stakeholder analysis. According to Mitchell, Agle and Wood (1997), stakeholder salience is determined by power, legitimacy, and urgency. Therefore, project managers must prioritise stakeholders based on these attributes to ensure effective engagement and optimal project outcomes
Failure to recognize changing stakeholder dynamics may result in ineffective engagement strategies, leading to resistance, communication breakdowns, and project delays. Consequently, continuous stakeholder analysis is essential for maintaining alignment between stakeholder expectations and organizational objectives.
5. Roles, Responsibilities, Benefits and Challenges
Effective stakeholder management requires clearly defined roles and responsibilities to ensure accountability, efficiency, and successful project delivery. In the StaySmart+ initiative, different stakeholders contribute to various aspects of the project.
Roles and Responsibilities
Senior management is responsible for providing strategic direction, allocating financial resources, and ensuring that the project aligns with organisational goals. Their involvement is essential for decision-making and risk management (Mullins, 2016).
Project managers coordinate project activities, manage timelines, and facilitate communication between stakeholders. They play a crucial role in ensuring that project objectives are achieved within the specified timeframe and budget.
The IT department is responsible for developing and implementing AI technologies, integrating digital systems, and ensuring cybersecurity. This role is critical given the technological complexity of StaySmart+.
Marketing teams are responsible for promoting the service and communicating its value to customers. Effective marketing strategies are essential for driving customer adoption and enhancing brand positioning (Kotler, Bowen & Makens, 2017).
Employees are responsible for delivering services directly to customers. Their ability to adapt to new technologies significantly impacts service quality and customer satisfaction.
External stakeholders, including technology partners and suppliers, provide expertise and resources necessary for project implementation. Regulators ensure compliance with legal and ethical standards.
Benefits of Stakeholder Involvement
Stakeholder involvement provides several benefits:
•	Improved decision-making through diverse perspectives
•	Increased innovation through collaboration
•	Enhanced customer satisfaction and loyalty
•	Improved risk management
•	Stronger organizational performance
Engaging stakeholders enable organizations to access valuable knowledge and insights, leading to more effective and informed decision-making (Donaldson & Preston, 1995).
Challenges in Stakeholder Management
Despite its benefits, stakeholder management presents several challenges:
•	Conflicting stakeholder interests
•	Resistance to organizational change
•	Communication barriers
•	Cultural differences in global operations
•	Technological complexity

These challenges can negatively impact project outcomes if not managed effectively.
Critical Evaluation
From a critical perspective, stakeholder roles are not always clearly defined, which can lead to confusion, duplication of effort, and reduced efficiency. For example, overlapping responsibilities between project managers and departmental managers may result in communication breakdowns and delays in decision-making.
Additionally, stakeholders may have conflicting objectives, particularly in large multinational organizations operating across different regions. This increases the complexity of stakeholder management and requires structured frameworks to ensure clarity and accountability.
The implementation of tools such as the RACI matrix helps define roles and responsibilities by identifying who is responsible, accountable, consulted, and informed for each task. Effective role allocation improves operational efficiency and enhances stakeholder trust (Mullins, 2016).
6. Stakeholder Frameworks
Stakeholder frameworks provide structured approaches to managing relationships and ensuring effective engagement throughout the project lifecycle.

RACI Matrix
	Task
	Responsible
	Accountable
	Consulted
	Informed

	Service design
	IT Team
	Project Manager
	Management
	Employees

	Marketing
	Marketing Team
	Project Manager
	Sales
	Customers

	Technology integration
	Tech Partner
	IT Manager
	Project Manager
	Management

	Training
	HR
	Hotel Manager
	IT
	Employees


The RACI framework ensures clarity in roles and responsibilities, reducing confusion and improving accountability within project teams (Mullins, 2016).
Communication Plan
	Stakeholder
	Method
	Frequency
	Purpose

	Management
	Meetings
	Monthly
	Strategic decisions

	Employees
	Training
	Weekly
	Skill development

	Tech partners
	Meetings
	Bi-weekly
	Integration

	Customers
	Surveys
	Quarterly
	Feedback


Effective communication is essential for maintaining strong stakeholder relationships and ensuring project success (Bryson, 2018).
Critical Evaluation
A well-developed communication plan must consider the diversity of stakeholders involved in the project. In global organizations such as InterContinental Hotels Group, cultural differences and language barriers can significantly impact communication effectiveness.Therefore, communication strategies should be tailored to meet the needs of different stakeholder groups. For example, digital communication platforms may be more effective for global teams, while face-to-face interactions may be more suitable for local staff training.

Effective communication not only improves information flow but also strengthens stakeholder relationships and reduces the likelihood of conflict. Organizations that adopt structured communication strategies are more likely to achieve successful stakeholder engagement outcomes (Morsing & Schultz, 2006; Bryson, 2018).
7. Stakeholder Engagement Process – 4C Model (Critical Analysis)
Effective stakeholder engagement is essential for the successful implementation of the StaySmart+ service within InterContinental Hotels Group. The 4C model—communication, collaboration, consultation and commitment—provides a comprehensive framework for managing stakeholder relationships throughout the project lifecycle. This model emphasizes that stakeholder engagement is not a one-time activity but a continuous and integrated process that supports organizational success.
Communication
Communication is the foundation of stakeholder engagement and plays a critical role in ensuring that stakeholders are informed, aligned, and actively involved in the project. Effective communication involves the delivery of accurate, timely, and consistent information across all levels of the organization.
In the StaySmart+ project, communication must occur between senior management, project teams, employees, and external stakeholders such as customers and technology partners. Project managers should utilize multiple communication channels, including meetings, reports, emails, and digital platforms, to ensure transparency and clarity.
Effective communication contributes to improved trust, reduced uncertainty, and enhanced stakeholder relationships. Organizations that implement structured communication strategies are more likely to achieve successful stakeholder engagement outcomes (Bryson, 2018).
However, communication challenges may arise due to cultural diversity, geographical dispersion, and differences in organizational practices. For example, global teams may face language barriers or misinterpretation of information, which can lead to misunderstandings and project delays.
Therefore, communication strategies must be flexible, inclusive, and adapted to different stakeholder needs. The use of digital communication tools, combined with face-to-face interactions where necessary, can enhance communication effectiveness in multinational organisations.
Collaboration
Collaboration refers to the active involvement of stakeholders working together to achieve shared organizational objectives. In the StaySmart+ initiative, collaboration is particularly important between internal departments such as IT, marketing and operations, as well as external stakeholders such as technology partners.
Collaborative work promotes knowledge sharing, innovation, and effective problem-solving. For instance, IT teams must collaborate closely with technology providers to develop AI-driven systems, while marketing teams must coordinate with operational staff to ensure successful service delivery.
Research suggests that organizations that encourage collaboration achieve higher levels of innovation and improved organizational performance (Harrison & Wicks, 2013). Collaboration also enables organizations to leverage the expertise and capabilities of different stakeholders, leading to more efficient and effective outcomes.

Despite these benefits, collaboration can be challenging due to conflicting stakeholder interests, organizational silos, and differences in priorities. For example, IT teams may priorities system functionality, while marketing teams may focus on customer experience and branding.
To overcome these challenges, project managers must foster a collaborative culture by promoting teamwork, open communication, and mutual trust. Leadership plays a critical role in encouraging collaboration and ensuring alignment between stakeholders.
Consultation
Consultation involves engaging stakeholders in decision-making processes and actively seeking their feedback. This is particularly important for the StaySmart+ project, as it enables organizations to identify potential issues, improve service design, and enhance overall effectiveness.
Employees can provide valuable insights into operational challenges, while customers can offer feedback on their preferences and expectations. Conducting pilot testing in selected hotels allows organizations to gather real-world feedback before full-scale implementation.
Consultation also reduces resistance to change by involving stakeholders in the decision-making process. When stakeholders feel that their opinions are valued, they are more likely to support organizational initiatives. According to stakeholder theory, organizations that actively consult stakeholders are more likely to achieve long-term success (Freeman, 1984).
However, consultation requires time, resources, and effective coordination. Excessive consultation may delay decision-making and reduce efficiency. Therefore, organizations must strike a balance between stakeholder involvement and timely decision-making.
CommitmentCommitment refers to the level of stakeholder support, engagement, and dedication to the project. Achieving commitment is essential for ensuring successful implementation and long-term sustainability.
Project managers must demonstrate the value of StaySmart+ to stakeholders and address any concerns they may have. For example, employees must understand how the new system will benefit their work, while customers must perceive value in enhanced services.
Commitment can be strengthened through incentives, recognition and continuous engagement. Leaders must build trust and maintain transparency to encourage stakeholder support. Organizational change initiatives are more likely to succeed when stakeholders demonstrate strong commitment (Kotter, 2012).
A lack of commitment may result in resistance, reduced performance, and potential project failure. Therefore, maintaining stakeholder commitment throughout the project lifecycle is critical.
Critical Evaluation of the 4C Model
Critically, the 4C model must be applied as an integrated framework rather than separate components. Each element is interdependent, and failure to effectively implement one component can undermine the others.
For example, communication without collaboration may result in one-way information flow, limiting stakeholder involvement. Similarly, consultation without commitment may lead to disengagement, where stakeholders provide feedback but do not actively support the project.
In the context of StaySmart+, successful implementation depends on maintaining consistent engagement across all stakeholder groups, particularly during periods of organizational change. Project managers must ensure that communication, collaboration, consultation, and commitment are aligned and continuously reinforced.
Failure to adopt an integrated approach may result in stakeholder resistance, reduced performance, and potential project failure. Therefore, the 4C model should be embedded within the overall stakeholder management strategy to maximize its effectiveness (Kotter, 2012; Harrison & Wicks, 2013).
Conflict Management
Stakeholder conflicts are inevitable in complex projects such as StaySmart+, particularly when multiple stakeholders have differing priorities, expectations and interests.
Causes of Conflict
Conflicts may arise due to:
•	Differences in organizational objectives
•	Competition for limited resources
•	Resistance to organizational change
•	Cultural and communication barriers
•	Misalignment of stakeholder expectations
For example, employees may resist new technologies due to fear of change, while management may prioritise efficiency and cost reduction.
Conflict Management Strategies
To manage conflicts effectively, project managers must adopt structured strategies, including:
•	Negotiation: Finding mutually acceptable solutions
•	Mediation: Involving a neutral third party to resolve disputes
•	Collaboration: Encouraging stakeholders to work together to find solutions
•	Open communication: Addressing issues transparently
Effective conflict management helps maintain positive stakeholder relationships and ensures project continuity.
Critical Evaluation
A proactive approach to conflict management is essential for minimizing disruptions and maintaining stakeholder engagement. Rather than reacting to conflicts after they occur, organizations should identify potential sources of conflict early and implement preventative strategies.
For example, clear communication, defined roles, and continuous stakeholder engagement can reduce misunderstandings and prevent conflicts from escalating. Additionally, fostering a culture of trust and collaboration can improve stakeholder relationships and reduce the likelihood of disputes. However, conflict cannot always be eliminated, particularly in complex and dynamic organisational environments. Therefore, project managers must develop strong leadership and problem-solving skills to manage conflicts effectively.
8. Impact of Stakeholder Engagement on Business Performance (Critical Evaluation)
Stakeholder engagement has a significant impact on organisational performance, particularly within the hospitality industry, where customer experience and service quality are key determinants of success. For InterContinental Hotels Group, effective engagement is essential to ensure the successful implementation of the StaySmart+ initiative.
Improved Decision-Making
One of the primary benefits of stakeholder engagement is enhanced decision-making. By involving a diverse range of stakeholders, organizations can access multiple perspectives, enabling them to identify risks, opportunities and potential improvements more effectively.
Stakeholder theory suggests that organizations that consider stakeholder interests make more informed and sustainable decisions (Donaldson & Preston, 1995). In the context of StaySmart+, engaging stakeholders such as employees, customers and technology partners allows IHG to refine its services and improve overall effectiveness.
Customer Satisfaction and Loyalty
Customer engagement is particularly important in the hospitality industry, where service quality directly influences satisfaction and loyalty. Engaged customers are more likely to provide feedback, return for repeat business, and recommend services to others. According to Kotler, Bowen, and Makens (2017), customer satisfaction is a key driver of organizational success in hospitality. The StaySmart+ initiative enhances customer experience through personalized services and digital convenience, which can significantly improve customer satisfaction levels.
Innovation and Organizational Learning
Stakeholder engagement also promotes innovation and organisational learning. Collaboration between internal teams and external stakeholders encourages knowledge sharing and technological development.
For example, the implementation of AI-powered systems in StaySmart+ relies heavily on collaboration between IT teams and technology providers. This exchange of expertise supports continuous improvement and innovation within the organisation (Harrison & Wicks, 2013)
Risk Management
Engaging stakeholders early in the project lifecycle helps organisations identify potential risks and challenges. These may include technological failures, regulatory issues, or resistance from employees.
By addressing these risks proactively, organizations can reduce the likelihood of project failure and ensure smoother implementation. Effective stakeholder engagement therefore plays a critical role in risk management and organizational resilience (Hill, Jones & Schilling, 2020).
Financial Performance and Competitive Advantage
Stakeholder engagement also contributes to improved financial performance. Successful implementation of StaySmart+ can lead to increased revenue, improved operational efficiency, and enhanced brand reputation.
Organizations that effectively engage stakeholders are more likely to achieve sustainable competitive advantage, as they can better respond to market changes and customer expectations (Porter, 2008).
Challenges of Stakeholder Engagement
Despite its benefits, stakeholder engagement presents several challenges. Managing diverse stakeholders with different expectations can be complex, particularly in multinational organisations.
Key challenges include:
•	Conflicting stakeholder interests
•	Cultural differences
•	Communication barriers
•	Resistance to change
•	Technological complexity
These challenges can reduce the effectiveness of engagement strategies if not managed appropriately.
        Evaluation
Another important impact of stakeholder engagement is its contribution to organisational learning and continuous improvement. By actively engaging stakeholders and collecting feedback, organizations can identify areas for improvement and adapt their strategies accordingly.
This is particularly important in the hospitality industry, where customer expectations are constantly evolving. Continuous engagement enables organizations to remain responsive to market trends and maintain a competitive advantage.
Furthermore, organizations that priorities stakeholder relationships are more likely to build strong reputations and achieve long-term sustainability (Harrison & Wicks, 2013; Bansal & DesJardine, 2014).
9. Recommendations
Based on the analysis, several recommendations can be made to improve stakeholder engagement in the StaySmart+ project.
1. Enhance Communication Strategies
IHG should implement structured communication systems to ensure transparency and consistency across all stakeholder groups. This includes regular meetings, digital communication platforms, and clear reporting mechanisms. Effective communication reduces misunderstandings and strengthens stakeholder relationships (Bryson, 2018).
2. Invest in Employee Training
Employees play a critical role in delivering the StaySmart+ service. Providing comprehensive training programmed will improve their ability to use new technologies effectively and reduce resistance to change. Well-trained employees contribute to improved service quality and customer satisfaction (Armstrong, 2020).
3. Strengthen Collaboration
IHG should promote cross-functional collaboration between departments such as IT, marketing, and operations. Collaboration with external partners should also be encouraged to enhance innovation and efficiency (Harrison & Wicks, 2013).
4. Implement Continuous Feedback Systems
Organizations should establish systems for collecting continuous feedback from customers and employees. Surveys, digital platforms, and feedback tools can help identify areas for improvement and support data-driven decision-making.

5. Focus on Sustainability Initiatives
IHG should actively involve stakeholders in sustainability initiatives to enhance corporate reputation and meet environmental expectations. Sustainable practices are increasingly important in the hospitality industry and can provide a competitive advantage (Bansal & DesJardine, 2014).
6. Develop Conflict Management Strategies
Clear procedures for managing stakeholder conflicts should be established. Techniques such as negotiation, mediation, and open communication can help resolve disputes and maintain positive relationships.
10. Conclusion
This report critically evaluated stakeholder engagement strategies in relation to the StaySmart+ project within InterContinental Hotels Group. The analysis demonstrated that stakeholder engagement is essential for successful project implementation and overall organizational performance.
The application of stakeholder theory, SWOT and PESTLE analysis, and stakeholder management frameworks highlights the importance of strategic planning, communication, and collaboration. The 4C model provides a comprehensive approach to managing stakeholder relationships and addressing challenges such as resistance to change and stakeholder conflict.
Effective stakeholder engagement improves decision-making, enhances innovation, and increases customer satisfaction. It also supports risk management and contributes to long-term organizational sustainability. However, organizations must address challenges such as cultural differences, communication barriers, and conflicting stakeholder interests.
 Conclusion
In addition, the success of projects such as StaySmart+ is highly dependent on the ability of project managers to integrate stakeholder engagement into overall strategic planning. Rather than treating stakeholder management as a separate activity, organizations should embed it within their core business processes.
This ensures that stakeholder needs are continuously addressed and aligned with organizational objectives. As the hospitality industry continues to evolve, organizations that effectively engage stakeholders will be better positioned to adapt to change and achieve sustainable growth.
Final Insight
Stakeholder engagement should be viewed as a continuous strategic process rather than a one-time activity. Organizations that priorities stakeholder relationships are more likely to achieve long-term success in an increasingly competitive and dynamic business environment.
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