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Introduction
For this report I choose one of the most popular and most successful companies in the global hospitality industry, which one on the marker from 1919 and is take leader position in worldwide rate this is Hilton Worldwide Holding.
Hilton was founded by Conrad Hilton, and this surname stay in history of hospitality for long time. The company has grown into a symbol of quality, hight standard of service, comfortable accommodation, innovation, moder design and excellence in hotel management.
The company operates a wide range of hotel brands, catering to different market segments from luxury to more affordable options designed for business travels. This diversification allows Hilton to meet the needs of a broad customer base while maintaining consistent service standards across all its properties. One of the key strengths of Hilton lies in its business model, which combines the management of owned hotels with franchising. This approach enables the company to expand its global presence efficiently while ensuring that its brand values and service quality are upheld.
In addition to its strong operational strategy, Hilton continuously invests in innovation to enhance customer experience and improve efficiency. For example, the company has developed advanced digital solutions such as online check-in and a comprehensive loyalty program, which help streamline operations and build long-term relationships with customers. These innovations not only improve convenience for guests but also strengthen Hilton’s competitive position in the market.
Overall, Hilton Worldwide Holdings represents a powerful example of how a company can achieve long-term success through a combination of strong leadership, strategic expansion, and a commitment to innovation. Its global reputation and continued growth make it an ideal case for analysing business practices in the hospitality industry. (Hilton,2026)
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	Strengths
	Weaknesses

	Strong global brand
	Hight dependence on the travel and tourism industry

	Wide portfolio of brands
	Premium pricing may limit price-sensitive customers

	Asset-light business model
	Limited control over franchised properties

	Digitalization
	High operational costs in owned properties

	Strong customer loyalty program
	Service inconsistency

	Hight standard of customer service
	

	Ефективне керівництво
	

	Opportunities
	Treats

	Open more hotels in new courtiers
	Strong competition

	Use new technology
	Rising cost

	Eco-friendly hotels
	Global crises

	Business partnerships
	Alternative accommodation

	Personalized services
	Economic problem

	Growth of business travel
	Changing customer preferences

	More people traveling
	Government rules and taxes
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	Factor
	Impact on Hilton

	Political
	Government regulation, visa policies, political stability influence international travel and hotel operations

	Economic
	Exchanges rates, inflation, economic downturns affect customer spending and occupancy rates

	Social
	Changing consumer presences

	Technological
	Investment in digital services (mobile apps, online booking, smart rooms)

	Legal
	Compliance with labor laws, health & safety regulations, and international business laws is essential

	Environment
	Pressure to adopt sustainable practices (energy efficiency, waste reduction, eco-friendly hotels)
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	Stakeholders Type 
	Stakeholders Group
	Roles and Responsibilities

	Internal
	Project Management
	Planning and organization of process of work, coordination task, control task, ensuring effective coordination between department

	
	Hotel General Manager
	Decision Making, General managing of staff, Making strategic decisions, control quality of serving, ensuring the achievement of the goals of the organization  

	
	Department Heads
	Representing the interests of their departments (reception, housekeeping, F&B); communicating requirements; monitoring the implementation of changes in departments; ensuring staff cooperation.

	
	IT Support Team
	Systems installation and maintenance; cybersecurity; technical support; software and hardware integration.

	
	Finance Officer
	Budget planning and control; expense tracking; ensuring financial efficiency; reporting preparation; payment control.

	
	Senior Management
	Budget planning and control; expense tracking; ensuring financial efficiency; reporting preparation; payment control.

	
	HR Department
	Recruitment and training of personnel; management of labor relations; preparation of personnel for changes; personnel planning.

	
	Marketing Team
	Promotion of hotel services; development of advertising campaigns; brand management; market and customer analysis.

	
	Procurement Department
	Procurement of goods and services; negotiations with suppliers; quality control and delivery times; contract management.

	External
	Suppliers
	Providing the hotel with goods (food, beverages, equipment); adhering to quality standards; timely delivery; maintaining supply stability.

	
	Contractors
	Performing repair, construction or technical work; meeting deadlines; ensuring quality and safety of work.

	
	Guests
	Using hotel services; providing feedback; generating demand; impact on hotel reputation and profits.

	
	Travel agencies
	Hotel promotion; customer attraction; booking arrangements; providing market and customer information.

	
	Local authorities
	Issuance of licenses and permits for hotel operations; monitoring compliance with legislation (sanitary regulations, fire safety, labor protection); conducting checks and inspections; regulating taxes and fees; ensuring compliance with environmental standards; supporting the local business environment and tourism.
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	Stakeholders Group
	Benefits
	Challenges

	Project Management
	Clear project organisation; achievement of objectives; effective coordination
	Managing risks; time pressure; coordinating multiple stakeholders 

	Hotel General management
	Control over operations; achievement of strategic goals; increased profitability
	Complex decision-making; high responsibility; managing change

	Department Heads
	Improved team performance; better departmental organisation
	Staff management issues; conflicts; workload pressure

	IT Support Team
	Improved systems efficiency; technological development
		System failures; cybersecurity risks; need for quick response



	




	Finance Office
	Cost control; financial stability; budget planning
	Budget limitations; financial risks; accuracy in reporting

	Senior Management
	Achievement of business goals; strategic growth
	High-level responsibility; risk-based decision making

	HR Department
	Staff development; improved employee performance
	Staff turnover; motivation issues; conflict management

	Marketing Team
	Customer attraction; revenue growth; brand development
	High competition; changing trends; need for innovation

	Procurement Department
	Efficient purchasing; cost savings; quality resources
	Supply delays; dependency on suppliers; quality control issues

	Suppliers
	Stable demand; long-term partnerships
	Price pressure; quality expectations; delivery deadlines

	Contractors
	Business opportunities; income from projects
	Tight deadlines; quality standards; safety requirements

	Travel Agencies 
	Commission-based income; partnership opportunities
	Market competition; demand fluctuations

	Local authorities
	Economic development; tax revenue; regulation of businesses
	Ensuring legal compliance; balancing business and community interests
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	Stakeholders
	Interest
	Power
	Influence

	Internal Stakeholders

	Project Manager
	High
	High
	Directly influences project success, timelines, and coordination between departments(PMI, 2021).

	Hotel General Department
	High
	High
	Strong influence on overall performance, service quality, and strategic direction (Bowie & Buttle, 2004).

	Department Heads
	High
	Medium
	Influence daily operations and staff performance within departments (Jones & Hill, 2013).

	IT Support Team
	Medium
	Low
	Affects system efficiency, booking systems, and technical reliability (Laudon & Laudon, 2020).

	Finance Officer
	High
	Medium
	Influences budgeting, cost control, and financial decision-making (Atrill & McLaney, 2019).

	Senior Management
	High
	High
	Shapes long-term strategy, investment decisions, and overall business direction(Freeman, 1984).

	HR Department
	Medium
	Medium
	Influences staff recruitment, training, and employee performance (Armstrong, 2020).

	Marketing Team
	High
	Low
	Impacts brand image, customer attraction, and occupancy rates (Kotler et al., 2017).

	Procurement Department
	Medium
	Low
	Affects quality and availability of supplies and operational resources (Lysons & Farrington, 2020).

	External Stakeholders

	Suppliers
	Medium
	Low
	Influence quality and consistency of goods (e.g. food, equipment) (Freeman, 1984)

	Contractors
	Medium
	Low
	Affect project completion, maintenance, and infrastructure quality (Loosemore et al., 2003).

	Guests
	High
	Low
	Strong influence on reputation through reviews and customer satisfaction (Zeithaml et al., 2018).

	Travel agencies
	Medium
	Low
	Impact booking volumes and customer flow (Middleton et al., 2009).

	Local authorities
	High
	Medium
	Influence legal compliance, licensing, and operational permissions (Hall, 2008).
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Figure 1: Stakeholder map
(Source: Self-made)

In the hotel stakeholder map, stakeholders are grouped based on their level of power and interest. Stakeholders with high power and high interest include the Project Manager, Hotel General Manager, Senior Management, and Department Heads. These people are very important because they make key decisions and strongly affect the success of the project, so they must be managed closely (Freeman, 2010).
Stakeholders with high power but lower interest, such as Local Authorities and the Finance Officer, are important for legal compliance and financial control. They are not involved in daily activities, but they should be kept satisfied to avoid problems (Carroll and Shabana, 2010).
Stakeholders with low power but high interest include Guests, the Marketing Team, and the HR Department. These groups care about service quality and employee conditions, so they should be kept informed and updated regularly (Kotler et al., 2017).
Finally, stakeholders with low power and low interest, such as Suppliers, Contractors, IT Support Team, Procurement Department, and Travel Agencies, should be monitored to make sure operations run smoothly (Jones et al., 2016).
Overall, this stakeholder mapping helps the hotel manage relationships better and improve performance.
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	Stakeholders
	Level of interest
	Level of involvement
	Level of Influence
	Level  of impact by project

	Internal to project 

	Project Manager
	High
	Medium
	High
	Medium

	Hotel General manager
	High
	High
	High
	High

	Department Heads
	High
	High
	Medium
	High

	IT Support
	Low
	Low
	Low
	Low

	Finance Officer
	Medium
	Medium
	Medium
	Medium

	Internal to organization

	Senior Management 
	High
	Medium
	High
	High

	HR Department
	Medium
	Medium
	Medium
	Medium 

	Marketing Team
	High
	High
	Medium
	Medium

	Procurement Department
	Medium
	Low
	Low
	Medium

	External to organization 

	Suppliers
	High
	Medium
	Low
	Low

	Contactors
	Medium
	Medium
	Low
	Medium

	Guests
	High
	High
	Low
	Low

	Local Authorities 
	High
	Medium
	Medium
	Medium


 The hotel’s stakeholder assessment analyses the level of interest, involvement, influence, and impact of different stakeholders on the project. Internal stakeholders, such as the Project Manager, Hotel General Manager, Senior Management, and Department Heads, have high influence and involvement, which directly affects decision-making and project success. For example, senior management focuses on strategic planning, while department heads and staff support daily operations and service delivery (Freeman, 2010).
Other internal stakeholders, such as the HR Department, Marketing Team, and Finance Officer, have a moderate level of influence and involvement. They support employee management, customer engagement, and financial control, which are important for organisational performance (Armstrong, 2020).
External stakeholders, including suppliers, contractors, guests, and local authorities, also play an important role. Suppliers and contractors support operational activities, while local authorities ensure legal compliance. Guests, although they have lower power, have a high level of interest and impact through feedback and satisfaction, which affects the hotel’s reputation (Kotler et al., 2017).
Overall, this stakeholder assessment helps the hotel prioritise engagement strategies and ensure that key stakeholder needs are met, leading to improved performance and project success (Freeman, 2010).
[bookmark: _Toc228236713]4.0. Role of the Managers in Engaging Stakeholders
[bookmark: _Toc228236714]4.1. Communication Plan
	Stakeholder
	Meeting 
	Reports

	
	Weekly Meeting 
	Monthly Meeting
	Stage gate Meeting
	Weekly Project status 
	Monthly Highlight Report
	Monthly Newsletter
	Exception Reports

	Internal to Project 
	
	
	
	
	
	
	

	Project Manager
	Yes F2F
	Yes VC
	Yes F2F
	Yes E/PIP
	Yes E
	Yes E
	Yes E

	Hotel General Manager
	Yes  F2F
	Yes F2F
	Yes F2F
	Yes E
	Yes E
	Yes E
	Yes E

	Department Heads( Front Office, Housekeeping, )
	Yes VC
	Yes F2F
	No
	Yes PIP
	Yes E
	Yes E
 
	Yes E

	IT Support Team
	Yes VC
	Yes VC
	No
	Yes PIP
	Yes E
	No
	Yes E

	Finance Officer
	Yes VC
	Yes F2F
	Yes F2F
	Yes E
	Yes E
	No
	Yes E
 

	Internal to organization 
	
	
	
	
	
	
	

	Senior Management
	No
	Yes F2F/VC
	Yes F2F
	No
	Yes E
	Yes E
	Yes E

	HR Department
	No
	Yes VC
	No
	No
	Yes E
	Yes E
	No

	Marketing Team
	No
	Yes VC
	No
	No
	Yes E
	Yes E
	No

	Procurement Department
	Yes TC
	Yes VC
	No
	Yes E
	Yes E
	No
	Yes E

	External to Organization 
	
	
	
	
	
	
	

	Suppliers
	Yes TC
	Yes VC
	No
	Yes E
	Yes E
	No
	Yes E

	Contractors
	Yes F2F
	Yes F2F
	Yes F2F
	Yes E
	Yes E
	No
	Yes E

	Guests
	No
	Yes PIP/E
	No
	No
	Yes PIP
	Yes E
	No

	Travel agencies
	No
	Yes VC
	No
	No
	Yes
	Yes E
	No

	Local authorities
	No
	No
	Yes F2F
	No
	Yes
	No
	Yes E


F2F – Face to Face 
TC– Teleconference 
VC- Video Conference
PIP- Project intranet page 
E – Email 
The communication plan for the hotel project helps keep all stakeholders informed and involved. Different communication methods are used depending on the stakeholder group. Employees and department heads receive weekly updates and attend meetings to understand daily tasks and project progress (Whittington et al., 2017).
Senior management and the hotel manager receive weekly and monthly reports to support decision-making. They also get exception reports when problems happen, so they can react quickly (Haslam and Shenoy, 2018).
External stakeholders, such as suppliers and contractors, receive regular updates to ensure smooth operations. Guests are informed through emails and feedback systems, which helps improve satisfaction (Kotler et al., 2017). Local authorities receive reports when needed to ensure legal compliance.
Overall, this communication plan improves coordination, transparency, and project success
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	Stakeholders
	Unaware
	Resistant
	Neutral
	Supportive
	Leading

	Project Manager
	
	
	
	C
	D

	Hotel General Manager
	
	
	
	C
	D

	Department heads
	
	
	C
	D
	

	IT Support Team
	
	
	C
	D
	

	Finance Office
	
	
	C
	D
	

	Senior Management
	
	
	
	C
	D

	HR Department
	
	
	C
	D
	

	Marketing Team
	
	
	
	C
	D

	Suppliers
	
	
	C
	D
	

	Contractors
	
	C
	
	D
	

	Guests
	
	
	
	C
	D

	Travel agencies
	
	
	C
	D
	

	Local Authorities
	
	
	
	C
	D

	C = Current
	D = Desired


 Hilton uses this matrix to bridge the gap between how stakeholders currently feel and how they need to act for the project to succeed. Leadership and Guests are expected to move from being merely supportive to taking a Leading role in driving strategy and brand loyalty. Meanwhile, neutral groups like IT, Finance, and Department Heads are being encouraged to become Supportive to ensure smoother daily operations. The plan also focuses on moving Contractors away from resistance toward a Neutral state to prevent delays, while the Project Manager continues to Lead the entire process to keep everything on track.


[bookmark: _Toc228236716]4.3 RACI Matrix
	Activity
	Project Manager
	General Manager
	Department Head
	IT Support
	Finance
	Senior Management
	HR Management
	Marketing Team
	Procurement Department
	Suppliers
	Contractors
	Guests
	Travel agencies
	Local authorities

		Project Planning




	
R
	A
	C
	C
	C
	I
	I
	I
	C
	I
	I
	I
	I
	I

	Budgeting
	R
	A
	C
	I
	R
	C
	I
	I
	I
	I
	I
	I
	I
	I

	Procurement
	C
	A
	C
	I
	C
	I
	I
	I
	R
	R
	I
	I
	I
	I

	Construction
	C
	A
	C
	I
	I
	I
	I
	I
	C
	C
	R
	I
	I
	C

	IT System Implementation
	C
	A
	C
	R
	I
	I
	I
	I
	I
	C
	C
	I
	I
	I

	Staff Recruitment
	C
	A
	R
	I
	I
	I
	R
	I
	I
	I
	I
	I
	I
	I

	Marketing
	C
	A
	I
	I
	I
	I
	
	R
	I
	I
	I
	C
	
	I

	Project Monitoring
	R
	A
	C
	C
	C
	I
	I
	I
	I
	I
	I
	I
	I
	I

	Pisk Management
	R
	A
	C
	C
	C
	I
	I
	I
	I
	I
	I
	I
	I
	C

	Project Closure
	R
	A
	C
	C
	C
	C
	I
	I
	I
	I
	I
	I
	I
	I


Legend:
· R = Responsible (does the work)
· A = Accountable (final decision maker)
· C = Consulted (gives input)
· I = Informed (kept updated
The RACI grid helps Hilton clarify roles and responsibilities across its projects to ensure everyone stays accountable and works efficiently. Those labelled as Responsible are the staff members physically carrying out the stakeholder engagement plans, while Accountable individuals, such as senior management and the General Manager, make the final decisions and ensure tasks are completed correctly. Hilton also reaches out to Consulted groups, like the Board of Directors and local authorities, for their strategic input and feedback to align projects with long-term goals. Finally, Informed stakeholders, including guests and travel agencies, are kept updated on progress and results without being directly involved in the daily work. By using this framework, Hilton improves operational efficiency and reduces confusion by clearly defining who performs, approves, and monitors every major task.


[bookmark: _Toc228236717]5.0.  Importance of Stakeholder Engagement
Stakeholder engagement is critically important because it allows an organisation to consider the interests of all groups affected by its activities — including customers, employees, suppliers, investors, and society. This helps build trust, improves decision-making, and supports the long-term stability of the business. (Freeman, 1984)
This statement can be justified by the fact that modern business does not operate in isolation. When a company actively engages with its stakeholders, it receives valuable feedback that helps it avoid mistakes, improve service quality, and develop more effective strategies. In addition, stakeholder engagement reduces the risk of conflicts, as their needs are considered at the planning stage of decision-making. As a result, the company becomes more transparent, responsible, and competitive. (Gable and Shireman, 2005)
[bookmark: _Toc228236718]5.2. Impact of sustainable stakeholder engagement on organizational performance 
	Area
	Key Performance Indicators (KPIs)
	Corporate Social Responsibility (CRS)
	Sustainability Goals

	Finance Performance
	Revenue growth rate
Profit margins
Return on investment (ROI)
	Investment in local community
Ethical sourcing of food and supplies
	Reduce operational costs through energy efficiency and waste reduction (Jones et al., 2016)

	Operational Efficiency
	Service delivery time
 Room occupancy rate
 Resource utilisation efficiency
	Fair labour practices
Safe and healthy working conditions
	Minimise waste and improve efficiency in daily hotel operations (Porter and Kramer, 2011)

	Brand Reputation
	Customer satisfaction scores
Online reviews ratings
Net Promoter Score (NPS)
	Transparency in services
 Responsible tourism practices
	Build a strong, sustainable brand image and customer trust (Kotler et al., 2017)

	Employee Engagement
	Employee retention rate
Staff satisfaction surveys
Training participation rates
	Equal opportunities
 Employee well-being programs
	Create an inclusive, motivated, and skilled workforce (Armstrong, 2020)

	Environmental Impact
	Energy consumption
 Water usage
Waste reduction levels
	Recycling programs
 Use of renewable energy
	Reduce carbon footprint and environmental impact (Bohdanowicz, 2006)

	Community Relations
	Community feedback
 Number of partnerships
CSR activity impact
	Support for local suppliers
 Participation in community projects
	Strengthen relationships with local community and stakeholders (Freeman, 2010)

	Innovation and Growth
	New service development
 Market share growth
 Investment in innovation
	Collaboration with partners
 Sustainable service innovation
	Develop eco-friendly services and improve competitiveness (Porter and Kramer, 2011)

	Regulatory Compliance
	Number of audits passed
Compliance rate
 Number of violations
	Compliance with labour laws
 Environmental regulations
	Ensure full legal compliance and ethical business practices (Carroll and Shabana, 2010)



[bookmark: _Toc228236719]6.0. Recommendation 
	Category 
	Recommendation
	Description

	Internal Efforts
	Enhance Employee Training and Development
	Invest in comprehensive training programmes for Hilton employees, focusing on sustainability practices, customer service excellence, and ethical standards. This will improve staff performance and support Hilton’s sustainability strategy (Armstrong, 2020).

	
	Strengthen Internal Communication
	Establish effective internal communication channels to ensure all employees understand Hilton’s sustainability goals. Regular updates and feedback systems can improve engagement and organisational alignment (Seturi, 2018).

	Using Available Resources
	Leverage Technology for Operational Efficiency
	Implement advanced technologies such as smart energy systems and digital management tools to improve efficiency, reduce waste, and support Hilton’s environmental targets (Bohdanowicz, 2006).

	
	Optimise Resource Utilisation
	Conduct regular audits of energy, water, and materials to reduce operational costs and environmental impact. Efficient resource use supports both sustainability and profitability (Jones et al., 2016).

	Honing Brand
	Enhance Customer Engagement
	Develop marketing campaigns that highlight Hilton’s commitment to sustainability (e.g. eco-friendly initiatives and responsible tourism). This can increase customer loyalty and attract environmentally conscious guests (Kotler et al., 2017).

	
	Expand Sustainable Service Offerings
	Introduce more sustainable options such as eco-friendly rooms, reduced plastic use, and locally sourced food. This helps differentiate Hilton from competitors and meet growing customer demand (Jones et al., 2016).

	Organic Growth
	Foster Strategic Partnerships
	Collaborate with NGOs, local suppliers, and tourism organisations to promote sustainable hospitality practices. These partnerships can improve innovation and stakeholder relationships (Freeman, 2010).

	
	Invest in Community Development
	Support local communities through employment, training, and social initiatives. This strengthens Hilton’s reputation and builds long-term stakeholder trust (Blesia et al., 2021).

	
	Promote Circular Economy Initiatives
	Implement recycling programmes, waste reduction strategies, and reuse initiatives (e.g. towel/linen reuse programmes). This reduces environmental impact and supports Hilton’s sustainability goals (Jones et al., 2016).





[bookmark: _Toc228236720]7.0. Conclusion 
In conclusion, Hilton Worldwide Holdings confirms its status as a global leader in the hospitality industry thanks to its ability to combine strategic planning with effective interaction with stakeholders. The use of analytical tools such as SWOT and PESTLE allows the company to clearly understand its strengths, in particular, strong customer loyalty and innovation, and to respond in a timely manner to external challenges, such as economic instability or changes in legislation.

The report demonstrates that the success of Hilton projects depends on a clear structure of responsibility. Thanks to the RACI matrix and the developed communication plan, the company avoids confusion in responsibilities, ensuring the effective work of both internal departments and external partners. An important element of the strategy is the transformation of the role of stakeholders: Hilton seeks to turn neutral employees into supporters, and satisfied guests into active leaders who promote the brand.

In addition, integrating sustainability and corporate social responsibility (CSR) principles into daily operations transforms stakeholder engagement from a simple tactic into a powerful development tool. This not only improves the hotel’s reputation, but also has a positive impact on financial performance and employee engagement. Thus, a systematic approach to relationship management allows Hilton not only to maintain high service standards, but also to ensure long-term competitiveness in the global market
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