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 This report critically examines the role of stakeholder engagement in the successful implementation of the StaySmart+ project at Sheraton Grand London Park Lane. Operating within the highly competitive London hospitality market, the organization must continuously innovate to meet increasing customer expectations and maintain its premium service standards. The StaySmart+ project focuses on integrating artificial intelligence, personalized guest services, and sustainable practices to enhance both customer experience and operational efficiency.
The report begins with an overview of the organisation and the proposed project, followed by a situational analysis using SWOT and PESTLE frameworks to assess the internal and external business environment. This analysis highlights the organisation’s strengths, such as brand reputation and service quality, as well as challenges including high implementation costs and technological risks.
Key internal and external stakeholders are identified and analysed based on their roles, responsibilities, and influence on the project. To ensure effective engagement, the report applies relevant frameworks, including the stakeholder matrix, RACI matrix, communication plan, and engagement strategies. In addition, the 4C’s model—communication, collaboration, consultation, and commitment—is used to explain how stakeholder relationships can be managed and how potential conflicts can be addressed.
The report further evaluates the impact of stakeholder engagement on business performance, focusing on customer satisfaction, operational efficiency, financial outcomes, and brand reputation. Finally, practical recommendations are provided to improve stakeholder engagement and support long-term organizational success.
Overall, the report demonstrates that effective stakeholder engagement is essential for the successful delivery of the StaySmart+ project and for sustaining competitive advantage in the hospitality industry.
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[bookmark: _Toc228092938] 1. INTRODUCTION (Sheraton London
The hospitality industry in the United Kingdom is highly competitive, particularly in major cities such as London where global tourism and business travel are strong. Luxury hotels must continuously adapt to technological developments, changing customer expectations, and the increasing demand for personalized and high-quality services. In this environment, stakeholder engagement plays a critical role in aligning organisational objectives with stakeholder expectations in ensuring that new projects are successfully implemented, as it helps organizations build trust, improve communication, and align different interests (Freeman et al., 2010).
Sheraton Grand London Park Lane is a well-established luxury hotel operating under Marriott International. The hotel is known for delivering premium accommodation, high-end services, and exceptional guest experiences to both business and leisure travellers. Due to the intense competition in London’s luxury hospitality sector, continuous innovation is essential to maintain its reputation and market position.
To enhance service quality and improve operational efficiency, the hotel plans to introduce a new service known as StaySmart+. This project involves the use of artificial intelligence, personalized travel planning, and sustainability-focused solutions to improve customer experience and operational performance. The successful implementation of this service requires effective coordination between multiple stakeholders.
As a Project Manager at Sheraton London, my responsibility is to identify key stakeholders, manage communication, and ensure their active involvement throughout the project. Stakeholder engagement is essential because it helps reduce risks, improve decision-making, and ensure that the project meets organizational goals. This report will analyse stakeholder engagement in the StaySmart+ project by examining the internal and external environment, identifying stakeholders, and applying relevant models and frameworks to achieve successful project outcomes.
[bookmark: _Toc228092939] 2. COMPANY AND PROJECT OVERVIEW (SHERATON LONDON)
Sheraton Grand London Park Lane is a luxury five-star hotel operating under Marriott International, one of the largest and most recognised hospitality organizations in the world. Located in central London, the hotel benefits from a prime position in one of the world’s leading financial and tourism hubs. It serves a diverse range of customers, including international business travellers, tourists, and high-end clientele seeking premium accommodation and personalized services.
The hotel is known for its high standards of service, elegant facilities, and strong brand reputation. It offers luxury rooms, conference and event spaces, fine dining restaurants, and wellness services, all designed to deliver a high-quality guest experience. Operating in a highly competitive luxury hospitality market, Sheraton must continuously innovate to maintain its market position and meet evolving customer expectations.
To support this objective, the organisation is planning to implement a new service known as StaySmart+. This project focuses on integrating advanced technologies such as artificial intelligence, personalised guest interaction systems, and sustainability-focused solutions into hotel operations. The service aims to improve customer experience by offering features such as digital check-in and check-out, smart room controls, personalised travel recommendations, and energy-efficient systems.
As the Project Manager, my role is to oversee the planning and implementation of the StaySmart+ project, ensuring effective stakeholder engagement throughout the process. This includes coordinating internal departments such as IT, operations, and marketing, as well as managing relationships with external stakeholders including technology providers and customers. Effective stakeholder management is essential to ensure that the project is delivered successfully, within budget, and aligned with organizational goals (Freeman et al., 2010).
Overall, Sheraton London’s strong brand reputation, strategic location, and focus on innovation provide a solid foundation for the successful implementation of the StaySmart+ project.
 3. Situational Analysis
A situational analysis is important in understanding the internal strengths and weaknesses, as well as external opportunities and threats affecting the StaySmart+ project at Sheraton Grand London Park Lane.
3.1 SWOT Analysis
 SWOT analysis shows that one of Sheraton’s key strengths is its strong global brand reputation under Marriott International, which attracts international customers and builds trust. The hotel also benefits from its prime location in central London and its high standards of service, which contribute to a premium customer experience. However, there are some weaknesses. The introduction of advanced technologies such as AI systems requires high investment and specialized skills. In addition, employees may require training to adapt to new systems, which could slow down implementation.
There are several opportunities for Sheraton London. The demand for personalized and technology-driven services continues to grow, particularly among luxury travelers. The StaySmart+ project aligns with this trend by enhancing guest experience through innovation. Additionally, increasing awareness of sustainability provides an opportunity for Sheraton to strengthen its environmental practices. However, there are also threats, including strong competition from other luxury hotels in London, rising operational costs, and cybersecurity risks associated with digital systems.
[bookmark: _Toc228092940]3.2 PESTLE Analysis
PESTLE analysis is a strategic tool used to evaluate external environmental factors that influence business operations (Johnson, Scholes and Whittington, 2017). It helps organisations understand the wider macro-environment in which they operate and identify potential opportunities and threats affecting project success.
Politically, the UK government supports tourism; however, hotels must comply with strict regulations and policies. Economic factors such as inflation and high operational costs in London can impact profitability and business performance. Socially, customers increasingly expect personalised, efficient, and high-quality services, which creates pressure for continuous innovation.
Technologically, advancements in artificial intelligence and digital platforms support innovation but require continuous investment. Legally, Sheraton must comply with UK laws such as GDPR, which regulate data protection and privacy. Environmental factors also play an important role, as hotels are expected to adopt sustainable practices and reduce their environmental impact
[bookmark: _Toc228092941] 3.3SMART OBJECTIVES
SMART objectives are used to ensure that project goals are clearly defined, measurable, and achievable. The SMART framework stands for Specific, Measurable, Achievable, Relevant, and Time-bound, and it helps organizations plan and evaluate project performance effectively (PMI, 2017). In the context of the StaySmart+ project at Sheraton Grande London Park Lane, SMART objectives provide a structured approach to achieving successful implementation.

	Objective
	Explanation

	Specific
	Implement the StaySmart+ system at Sheraton London by introducing AI-driven guest services, digital check-in, and personalized travel features.

	Measurable
	Increase customer satisfaction by 20% and improve operational efficiency by 15% within the first six months of implementation.

	Achievable
	Use existing Marriott International resources, trained staff, and technology partners to support successful implementation.

	Relevant
	Align with Sheraton’s strategic goal of delivering high-quality, innovative, and personalized customer experiences.

	Time-bound
	Complete full implementation of StaySmart+ within six months from project initiation.



The SMART objectives provide a clear direction for the StaySmart+ project and help ensure that all stakeholders understand the expected outcomes. The objective is specific because it focuses on implementing AI-driven services and digital technologies to improve guest experience. It is measurable through performance indicators such as customer satisfaction levels and operational efficiency.
The objective is achievable as Sheraton London has access to strong organizational support, including global resources from Marriott International, as well as skilled staff and technology providers. It is also relevant because it supports the organization’s strategy of maintaining a competitive advantage through innovation and service excellence.
Finally, the objective is time-bound, as the project is expected to be completed within six months. This timeline ensures that progress can be monitored and evaluated effectively. Overall, SMART objectives help improve planning, stakeholder alignment, and project 
[bookmark: _Toc228092942]4. STAKEHOLDER IDENTIFICATION AND CLASSIFICATION 
Stakeholder identification and classification are essential steps in ensuring the successful implementation of the StaySmart+ project at Sheraton Grande London Park Lane. Stakeholders are individuals or groups who can influence or are influenced by the outcomes of a project (Freeman et al., 2010). Identifying these stakeholders enables the Project Manager to understand their expectations, level of influence, and potential impact on the project.
In the context of the StaySmart+ project, stakeholders can be divided into internal and external groups. Internal stakeholders include senior management, employees, IT teams, operations staff, and the finance department. These stakeholders are directly involved in the planning and implementation of the project. Senior management provides strategic direction and approves decisions, while employees and operations staff are responsible for delivering the service. The IT department plays a key role in developing and managing the technological systems required for StaySmart+, and the finance department ensures that the project remains within budget.
External stakeholders include customers, technology providers, suppliers, government authorities, and investors. Customers are one of the most important stakeholders because they directly experience the service and influence business performance through their feedback and satisfaction levels. Technology providers support the development of AI systems and digital platforms, while suppliers provide necessary equipment and resources. Government authorities ensure compliance with legal requirements such as data protection and safety regulations, and investors focus on financial returns and long-term business performance.
To effectively manage these stakeholders, classification tools such as the power–interest matrix can be used. This approach categories stakeholders based on their level of influence and interest in the project. High-power and high-interest stakeholders, such as senior management and investors, require close management and regular communication. Stakeholders with lower influence may require less direct involvement but should still be informed about project progress.
Overall, stakeholder identification and classification help the Project Manager prioritize engagement strategies, improve communication, and reduce potential conflicts. This ensures that all stakeholders are aligned with project objectives and supports the successful implementation of StaySmart+ at Sheraton London
[bookmark: _Toc228092943] 5.  ROLES   and Responsibilities of Stakeholders 
Stakeholders are individuals or groups who influence or are affected by a project’s outcomes, and their involvement is essential for project success (Freeman et al., 2010). In the StaySmart+ project at Sheraton Grand London Park Lane, both internal and external stakeholders play important roles.
Internal stakeholders include senior management, employees, IT teams, operations staff, and the finance department. Senior management is responsible for providing strategic direction, approving the project, and ensuring alignment with organizational goals. As the Project Manager, my role is to coordinate stakeholders, manage communication, and ensure that the project is delivered successfully within the required timeframe.
The IT department plays a key role in developing and implementing digital systems, including AI-driven guest services and smart technologies. Operations staff are responsible for ensuring that these systems are integrated into daily hotel activities and that guests receive high-quality service. The finance department manages budgeting and ensures that the project remains financially sustainable.
External stakeholders include customers, technology providers, suppliers, government authorities, and investors. Customers are particularly important because they directly experience the service and provide feedback that influences improvement. Technology providers support system development and innovation, while suppliers provide necessary equipment and resources.
Government agencies ensure that the hotel complies with legal requirements such as data protection and safety regulations. Investors are concerned with financial performance and expect returns on investment.
Each stakeholder contributes value to the project. Employees ensure service delivery, customers provide insights into service quality, and technology providers offer expertise. However, challenges may arise, such as employee resistance to change, customer concerns about privacy, and the high cost of implementation.
Therefore, effective stakeholder engagement is necessary to ensure cooperation, minimize risks, and support the successful implementation of StaySmart+ at Sheraton London.
[bookmark: _Toc228092944]6. STAKEHOLDER ENGAGEMENT MODELS AND FRAMEWORKS 
Effective stakeholder engagement is essential for the successful implementation of the StaySmart+ project at Sheraton Grand London Park Lane. The use of structured frameworks and models allows the Project Manager to organize stakeholder relationships, define responsibilities, and improve communication. According to Ashcroft (2017), stakeholder engagement frameworks support relationship building and enhance organizational performance.
[bookmark: _Toc228092945][bookmark: _Hlk227402198]6.1 Stakeholder Matrix (Power–Interest Grid)
	Power / Interest
	Stakeholders
	Strategy

	High Power – High Interest
	Senior Management, Investors, IT Department
	Manage closely

	High Power – Low Interest
	Government Authorities, Finance Department
	Keep satisfied

	Low Power – High Interest
	Employees, Customers
	Keep informed

	Low Power – Low Interest
	Suppliers, Local Community
	Monitor


Explanation:
This matrix helps prioritize stakeholders based on influence and interest. However, stakeholder positions may change over time, so continuous monitoring is required.
[bookmark: _Toc228092946]6.2 RACI Matrix
	Task
	Management
	Project Manager
	IT
	Operations
	Finance

	Project Approval
	A
	R
	I
	I
	C

	System Development
	I
	A
	R
	C
	C

	Service Implementation
	I
	A
	C
	R
	C

	Budget Control
	C
	A
	I
	I
	R


Key: R = Responsible, A = Accountable, C = Consulted, I = Informed
Explanation:
The RACI model improves accountability and role clarity, although it may oversimplify complex responsibilities.
[bookmark: _Toc228092947]6.3 Communication Plan
	Stakeholder
	Method
	Frequency
	Purpose

	Management
	Meetings
	Monthly
	Decision-making

	IT Team
	Technical updates
	Weekly
	System progress

	Employees
	Training
	Monthly
	Implementation

	Customers
	Surveys
	Ongoing
	Feedback



[bookmark: _Toc228092948]6.4 Engagement Plan
	Stakeholder
	Strategy
	Outcome

	Employees
	Training & workshops
	Improved performance

	Customers
	Feedback systems
	Higher satisfaction

	Partners
	Collaboration
	Strong relationships



Overall, these frameworks provide a structured approach to managing stakeholders, improving communication, and supporting project success.
[bookmark: _Toc228092949] 7. PROJECT MANAGER STAKEHOLDER ENGAGEMENT PLAN (SHERATON LONDON)
The successful implementation of the StaySmart+ project at Sheraton Grande London Park Lane requires a structured stakeholder engagement plan led by the Project Manager. This plan ensures that all stakeholders are effectively identified, engaged, and managed throughout the project lifecycle. According to PMI (2017), stakeholder engagement planning is essential for aligning stakeholder expectations with project objectives and improving overall project performance.
The first stage of the stakeholder engagement plan involves identifying and analyzing stakeholders based on their level of power and interest. Tools such as the stakeholder matrix are used to categories stakeholders and prioritize engagement strategies. High-power stakeholders, including senior management and investors, require close management and regular involvement in decision-making. Medium-level stakeholders, such as employees and suppliers, require continuous communication and support, while low-power stakeholders should be monitored and kept informed.
The second stage focuses on developing an effective communication strategy. As the Project Manager, I will ensure that all stakeholders receive clear and timely information regarding project progress, objectives, and responsibilities. This will be achieved through regular meetings, progress reports, emails, and digital communication platforms. Transparent communication helps build trust, reduces misunderstandings, and ensures that stakeholders remain engaged throughout the project.
The third stage involves promoting collaboration and participation among stakeholders. Cross-functional teamwork between departments such as IT, operations, and marketing is essential for the successful implementation of StaySmart+. Training sessions, workshops, and team meetings will be organized to ensure that employees understand new systems and are prepared for operational changes.
The fourth stage is risk and conflict management. Stakeholders may have different expectations, which can lead to conflicts. The Project Manager must address these issues through negotiation, consultation, and open communication. Identifying risks such as resistance to change, budget constraints, and technical challenges at an early stage helps minimize their impact on the project.
Finally, continuous monitoring and evaluation are necessary to ensure the effectiveness of stakeholder engagement strategies. Feedback from stakeholders will be collected through surveys and performance indicators to assess engagement levels and make improvements where necessary.
Overall, the stakeholder engagement plan provides a structured approach to managing relationships, improving communication, and ensuring the successful delivery of the StaySmart+ project at Sheraton London.
[bookmark: _Toc228092950]8. Stakeholder Engagement using the 4C’s Models
The 4C’s model—communication, collaboration, consultation, and commitment—provides a structured and practical framework for managing stakeholder engagement in the StaySmart+ project at Sheraton Grand London Park Lane. This model is particularly relevant in complex hospitality projects where multiple stakeholders have different expectations, levels of influence, and priorities. Effective application of the 4C’s model enables the Project Manager to build strong relationships, manage conflicts, and ensure successful project delivery (Ashcroft, 2017).
[bookmark: _Toc228092951]Communication
Communication is the foundation of effective stakeholder engagement. It ensures that all stakeholders clearly understand the objectives, timelines, and expected outcomes of the StaySmart+ project. As Project Manager, it is essential to establish clear and consistent communication channels, including regular meetings, progress reports, emails, and digital platforms. Effective communication promotes transparency, builds trust, and reduces uncertainty among stakeholders (PMI, 2017).
[bookmark: _Toc228092952]In the context of Sheraton London, communication between departments such as IT, operations, and marketing is critical to ensure the smooth implementation of AI-driven systems. External stakeholders, including customers and technology providers, must also be kept informed about project developments. However, ineffective communication may lead to misunderstandings, delays, and reduced stakeholder confidence. Therefore, communication must be timely, accurate, and tailored to stakeholder needs.
Collaboration
Collaboration involves stakeholders working together to achieve shared project objectives. In the StaySmart+ project, collaboration is essential because different stakeholders contribute different expertise and resources. For example, the IT department is responsible for system development, operations staff manage service delivery, and marketing teams promote the new service.
Strong collaboration encourages knowledge sharing, improves problem-solving, and enhances innovation (Freeman et al., 2010). The Project Manager plays a key role in promoting teamwork by organising cross-functional meetings, workshops, and collaborative planning sessions. However, collaboration can also lead to conflict due to differences in stakeholder priorities and expectations. Therefore, it is important to create a supportive working environment based on mutual respect and shared goals.
[bookmark: _Toc228092953]
Consultation
Consultation refers to actively seeking stakeholder input during decision-making processes. In the StaySmart+ project, consultation is essential to ensure that stakeholder perspectives are considered and that potential risks are identified early. For example, employee feedback can highlight operational challenges, while customer input can help improve service design.
Consultation enhances stakeholder involvement and increases their sense of ownership, which supports successful project implementation. However, excessive consultation may slow down decision-making and reduce efficiency. Therefore, the Project Manager must balance stakeholder involvement with timely decision-making to maintain project progress.
[bookmark: _Toc228092954]Commitment
Commitment reflects the level of stakeholder support and engagement in the project. High levels of commitment are essential for successful implementation of StaySmart+. Commitment can be developed through clear communication, stakeholder involvement, and demonstrating the benefits of the project.
[bookmark: _Toc228092955]Employees are more likely to support the project when they receive appropriate training and understand how the new system will improve their work. Similarly, customers are more likely to engage with the service when they experience improved quality and personalised offerings. Maintaining stakeholder commitment requires continuous motivation, recognition, and effective leadership.
Conflict Management and Role of the Project Manager
Conflicts are inevitable in projects involving multiple stakeholders with different interests. In the StaySmart+ project, conflicts may arise due to differences in expectations, resource allocation, or resistance to change. The Project Manager plays a critical role in managing these conflicts through negotiation, open communication, and problem-solving strategies.
By applying the 4C’s model, conflicts can be identified and addressed early, reducing their impact on project performance. Effective conflict management ensures that stakeholder relationships remain positive and productive, which is essential for long-term success.
[bookmark: _Toc228092956]Critical Evaluation
While the 4C’s model provides a strong framework for stakeholder engagement, it also has limitations. For example, maintaining continuous communication and consultation can be time-consuming and resource intensive. Additionally, balancing stakeholder interests can be challenging, particularly in large organisations with diverse stakeholders.
[bookmark: _Toc228092957]Despite these challenges, the 4C’s models remains highly effective in improving stakeholder relationships, enhancing collaboration, and supporting successful project delivery. Its structured approach enables organisations to manage complexity and achieve strategic objectives.
9. Stakeholder Engagement, Business Performance and Recommendations
Stakeholder engagement is a critical factor influencing business performance within the hospitality industry. In the context of the StaySmart+ project at Sheraton Grand London Park Lane, effective engagement contributes significantly to organisational success by improving customer satisfaction, operational efficiency, financial performance, and brand reputation (Ashcroft, 2017).
Customer satisfaction is a key outcome of successful stakeholder engagement. By actively engaging customers through feedback systems, surveys, and personalised services, Sheraton London is able to better understand customer expectations and tailor its services accordingly. This leads to improved guest experiences, increased loyalty, and positive brand perception. In a competitive luxury hospitality market, customer experience is a major differentiator, making engagement essential for long-term success.
Operational efficiency is also enhanced through effective engagement with internal stakeholders. Employees who are well-informed, trained, and involved in the project are more likely to adopt new technologies and processes successfully. This reduces operational errors, improves service delivery, and ensures the smooth implementation of the StaySmart+ system. Furthermore, strong communication and collaboration between departments improve coordination and overall productivity.
Financial performance is directly influenced by stakeholder engagement. By aligning stakeholder interests with project objectives, Sheraton London can ensure effective resource allocation and cost control. Improved customer satisfaction can lead to higher occupancy rates and increased revenue. In addition, strong relationships with suppliers and technology providers can support cost efficiency and operational effectiveness (PMI, 2017).
Stakeholder engagement also plays a vital role in enhancing brand reputation and competitive advantage. By demonstrating innovation, transparency, and commitment to service quality, Sheraton London can strengthen its position in the luxury hospitality market. The StaySmart+ project supports this by offering advanced, personalised, and sustainable services that differentiate the hotel from competitors.
However, despite these benefits, stakeholder engagement presents several challenges. Managing diverse stakeholder expectations can be complex, particularly in a large organisation. There is also a risk that excessive consultation may slow down decision-making processes. Additionally, resistance to change from employees and concerns regarding data privacy from customers may create barriers to successful implementation. Therefore, stakeholder engagement must be carefully managed to balance inclusivity with efficiency.
[bookmark: _Toc228092958]Recommendations
To further improve stakeholder engagement and business performance, the following recommendations are proposed:
1. Implement advanced digital communication platforms to enhance real-time interaction with stakeholders. 
2. Strengthen cross-department collaboration through regular meetings and integrated systems. 
3. Improve consultation processes by actively seeking stakeholder feedback at each stage of the project. 
4. Invest in continuous employee training to support the adoption of new technologies. 
5. Establish clear performance metrics to monitor stakeholder engagement effectiveness. 
6. Promote sustainability initiatives to align with environmental standards and customer expectations. 
Overall, effective stakeholder engagement is essential for improving business performance and ensuring the successful implementation of the StaySmart+ project at Sheraton London.
[bookmark: _Toc228092959]10. CONCLUSION 
The successful implementation of the StaySmart+ project at Sheraton Grand London Park Lane highlights the importance of stakeholder engagement in the hospitality industry. This report has demonstrated that identifying and managing stakeholders is essential for achieving project objectives and maintaining organizational performance.
The analysis showed that both internal and external stakeholders contribute significantly to the project. The use of frameworks such as stakeholder matrix, RACI, and communication plans provides a structured approach to managing stakeholder relationships. Additionally, the 4C’s model supports effective communication, collaboration, consultation, and commitment.
Stakeholder engagement also has a strong impact on business performance, including customer satisfaction, operational efficiency, financial outcomes, and brand reputation. However, challenges such as conflicting interests and resistance to change must be managed effectively.
In conclusion, stakeholder engagement is a key factor in ensuring project success and organizational sustainability. By applying effective strategies and maintaining strong relationships, Sheraton London can successfully implement StaySmart+ and achieve long-term growth.
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