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The project is aimed to deliver specific improvements and changes effectively and to help implement the goals to improve operational effectiveness and change stakeholders if needed. Project success is achieved by delivering agreed upon values, benefits and quality within budget and time while ensuring stakeholders satisfaction. When having a successful project, it may include a range of things like Strategic Alignment which is a project that must deliver value and align with organisational goals. Next, it must include Goal clarity that specified goals through recognising stakeholders. Next, is planning and control which consists of ongoing planning and control. Next, is communication and governance which is for clear reporting lines and regular communication. Next, is Competent Teams which is a capable project with professionals and stakeholders. Next, is Managing Perceptions that actively manages the stakeholder's expectations to ensure the project is valued and recognised but well understood. Next, is the key principles this is needed to ensure that the infrastructure and project Authority is focusing on the outcomes of the project and planning realistically with a collaborative culture and the next one to include is Post project which is when success is finalised. These are all needed to help with the project successfulness. 
Stakeholders are any individual, group or organisation that has an interest in or affected by a company's operations, decisions, and performance. Theres two different types of stakeholders which is the internal stakeholder and the External stakeholder. The internal stakeholder is directly part of the business structure which would be the employees, the owners or the board of directors. But, On the other hand the External Stakeholders are not directly part of the business but affected by it which would be the customers, suppliers, the community, creditors or the government. 
Next, The Engagement Approach is a strategic approach which was used to manage relationships across the project lifecycle which would include Mapping and analysis which identifies stakeholders' analysis their influence or interests to tailor communication. Next, their engagement types would include Informing, Consulting, Collaborating, Empowering and the best practices.
The Key Findings would be Engagement Levels, Risk and Resistance, Communication gaps and need for flexibility. The Engagement Levels are stakeholders ranged from resistant to leading which requires segmented engagement strategies. Next, Risk and Resistance is for unaddressed concerns that often leads to delays or increased project costs but on the other hand proactive engagement surfaces valuable insights that improve decisions. Next, Communication Gaps are a lack of tailed communication that can lead to misunderstandings and misalignment. Next, the need for Flexibility are Stakeholders that are dynamic and require regular monitoring and adaptation of the engagement plan. 
The Recommendations would include Initiate early, tailored communication, build relationships, establish feedback loops and track and evaluate. When initiate early this engages stakeholders early in the decision-making process to build trust and ensure buy ins. Next, tailored communication is a mix of digital stuff like surveys and emails within person things like workshops methods based on the stakeholder's preference. Next, build relationships help to invest in building lasting relationships rather than treating engagement as a one-off transaction which can help with customer loyalty. Next, establishing feedback loops which provides clear paths for feedback and demonstrates how input has shaped projects outcomes. And track and evaluate monitors engagement metrics helps to update the stakeholder's management plans.
The Link between Stakeholders Engagement and Project success is that Stakeholders engagement is a drive of project success that directly influences project outcomes by building trust, aligning expectations and reducing risks. With engagement it ensures projects remain on track and within budget that meets the specific requirements. 
The key links of Stakeholder engagement and Project success are:
· Risk Mitigation
Which uses Proactive engagement to help identify and address potential issues before they become a problem. When preventing these issues, it helps prevent delays and cost overruns.
· Better Decision making 
This involves stakeholders providing a more complete project impact which leads to a more effective decision.
· Expectation managements and buy ins 
This involves clear communication that would help align higher expectations earlier which would reduce resistance to change. 
· Building trust and social License 
When engaging stakeholders, it helps to build trust which is essential when doing a project with a higher community impact.
· Improved project outcomes 
This helps ensure that stakeholders are properly engaged and ensuring that the project delivers its true value and meets the right goals.
The Business i have chosen is the Hilton Hotel. This hotel is a worldwide leading global hospitality company which was founded by Conrad Hilton in 1919. This company manages over 7,500 properties and 1.1 million rooms across 123 countries, it offers 24+ brands ranging from luxury to economy. Hilton Hotels and Resorts also provide full-service accommodation worldwide. Hilton Hotels core operations include brand management, centralised reservation systems, global marketing and operational standards for food, beverages and guest services. They also manage franchises that are over 7,500 properties worldwide. Hilton hotel strategic positions itself as dominant, diversified global hospitality leader. They use Strategic pillars which include:
· Segment diversification 
Hilton covers the full expectations and needs that travellers would require during their stay from luxury and lifestyle to focused service brands and capturing diverse customer preference and budget. 
· Asset light model 
The company grows through the franchise and management contracts rather than project ownership. 
· Hilton Honors loyalty Ecosystem 
Over 180 million members this program drives direct bookings and reduces customer costs and increases repeated stays which helps with customer loyalty. 
· Technology Driven Guest Experience 
This focuses more on the digital innovation to deliver a more personalised experience. 
· Geographic Expansion and Conversions 
High velocity expansion with a focus on existing hotels to speed up development times.
· Sustainability and brand Integrity
The Travel with purpose strategy reduces carbon emissions and enhances brand value among environmentally traveller's. 
· Competitve Advantage 
High valued pipeline is one of the industry's largest development pipelines and brand strength consists 
Ai driven guest interactions are when in the hospitality industry they use artificial intelligence such as chatbots, voice assistants and predictive analytics to provide personalised service to hotel guests. This may include things like room service requests, reservations, instant transaction service to help language barriers and handle queries. 
Personalised travel planning is when you create a tailored itineries based on the individuals preference, interests or travel styles when researching and planning a trip. This includes activities, transport, and dining. 
Sustainability focused amenities in hospitality focuses on the aim to reduce waste, conserve natural resources and minimise carbon footprint while providing a high-quality experience for their guests.
A global hotel rollout within 6 months is achievable through a rapid staged deployment that has centralised planning and cloud technology. Hilton hotels have a rapid phase of rolling out new technologies which includes generative ai tools and ai powered food waste solutions across its global portfolio of over 9,000 hotels. The most recent key rollout is the ai planner launch in March 2026, the Hilton is testing a Gen Ai powered digital planner on their website. 
Stakeholder engagement in global hospitality is more complex and difficult than in a single sector business because it requires balancing diverse and demands across vastly different operating environment. It also involves navigating different levels of technology acceptance among guests and employees. Culture shapes stakeholder behaviour, decision making and communication styles. Technology acceptance varies based on infrasture quality, age and cultural attitudes towards digitalisation. 
SWOT:
Strengths 
· Brand reputation of Hilton hotels is that the world's most valuable hotel brand for ten years and had a value of £15.1 billion. The strengths include 24 brands and 8,800 properties across 139 countries and they have a loyalty program called Hilton honors. 
· The existing loyalty base of Hilton hotels is because of its rapid growth with its Hilton honors program with over 243 million members which makes it one of the fastest growing programs in the industry and it also helps ensure that there's consistent and repeated bookings. 
· The digital infrastructure in the Hilton hotels is there connecting ecosystem and there Hilton honors app that helps with extra technology access they may need with the reservation system and digital key access. 
Weaknesses
· Staff digital skills gap in Hiltons create a large weakness which include automated systems, inconsistent guest service quality and increased security risks. Other weaknesses include high training costs and resistance to change. 
· Resistance to ai at hilton hotels include the risk of disintermediation which may threaten direct bookings by taking over customers interaction and it may also include declining guest experience expectations. 
· High implementation costs for hilton hotels regards technology and brand standards. The implemenation costs include franchisee financial strain, reduced speed of innovation and integration and maintance costs. 

Opportunities
· Demand for personalised experiences in the hilton is strong for demand for personalised guest experiences through high technology, data driven and tailored offering. 
· Sustainablity conscious travellers at the Hilton hotels let guests stay through the travel with purpose which focuses on reducing waste, water usage and carbon emissions. 
· Competitive differentiations of Hilton hotels maintain a strong competitive advantage through a 24-brand portfolio and over 226 million Hilton honors members and a light expansion model. 
Threats
· Data privacy concerns in Hilton hotels faces a data privacy threat from cyberattacks that target customer payment information, loyalty program databases and third-party system and there was major breach in 2014 - 2015 and 2023 exposed millions of guest records. 
· Culture misalignment for Hilton hotels has balance standard and their key threats include inconsistent guest experiences, local employee dissatisfaction and reputation risks from ignoring local social and political contexts. 
· Technology failure from Hilton hotels includes cyber-attacks, data breaches, system breaches and privacy breaches.
PESTLE
Political
· Hilton has GDPR by implementing strict data protection for EU residents by covering reservation data, analytics and security. 
· Ai regulations Hilton along with other major hotel groups and face increased regulatory over ai driven advertising and data usage. 
· Labour laws in the Hilton hotel helps having global human rights and standards and enforces through its code of conduct and responsibility sourcing policy. 
Economic 
· Inflation in the Hilton is worldwide, and the inflation is navigating pressure by tempering its revenue growth and cutting its 2025 forecast to 2%. Other key impacts of inflation in the Hiltons are the profit management and the rising operational costs. 
· Cost control in the Hiltons often is through an asset light strategy which focuses on franchising and management contracts rather than property ownership. 
Social
· Cultural expectations of service of Hilton hotels are that they focus on delivering consistency and high-quality hospitality. The social cultural expectations of Hilton services are there personalised and reorganisations and inclusivity and respect to welcome guests. 
Technological 
· Ai adoption maturity in the hilton hotel focuses on hyper personalisation, operational efficiency and customer service enhancement. 
Environmental
· Sustainability reporting pressure in the Hilton hotel is that they face a lot of pressure to report on environmental sustainability from investors, guests and regulators. 
SMART objectives:
Specific
· Sustainable sourcing by increasing the percentage of local and diverse supplier globally.
Measurable
· Creating 5 million learning and career growth opportunities for team members and communities. 
Achievable 
· Cut waste sent to landfills and reduce soap waste by 50% by 2030. 
Relevant 
· Lower the energy and water usage through having connected rooms technology and smart laundry. 
Time bound
· Digital check ins and key technology across all properties to improve guest satisfaction. 
Internal Stakeholders: 
Board and senior leadership are individuals directly involved in the operation, management and strategic direction of an organisation. They are also considered as primary stakeholders and the Hilton hotel have board of directors and senior leadership to drive strategic direction and focusing on global growth. The project manager would be someone differently involved in the project or organisation and in the Hilton hotels the project manager act as the primary contact to align hotel projects with Hilton brands standard which would ensure guest satisfaction. The IT and ai development teams include a wide individuals or departments within an organisation who hold a direct interest or impact in the project's success based on the data access operational results. The Hilton focuses on deploying generative ai and automation to enhance guest experience and operational efficiency. The operations and hotel manager are involved in daily functions, resource management and strategic decision making to drive performance and guest satisfaction. Frontline staff are very essential to internal stakeholders because they directly interface with customers and executing daily operations. Next, Marketing and sales are individuals in the business that directly impacted marketing strategies, campaigns and sales performance. The sustainability teams in the hilton hotel are driven by the travel with purpose team which helps build leadership, team members and hotel owner's meetings.
External Stakeholders:
The guests and customers are influenced in Hilton hotel by the guest experience such as travel agents, online booking platforms and loyalty partner programs. The technology vendors are stakeholders in the Hilton hotel for digital innovation and opperational effeciency that focuses more on the guest experiences, security and sustainability. Next, the regulators data protection and ai use in the Hilton hotel uses ai for guest personalisation. Next, the local communities engage with the Hilton hotels through the travel with purpose strategy as they collaborate with neighbours and local leaders.
The Stakeholder power Interest matrix is a strategic project management tool that categories stakeholders based on their own power and interests. The hilton hotel stakeholder power interest's matrix has stakeholders to manage engagement with high power and interest. 
The primary stakeholders are the guests and customers, team members, shareholders and investors or owners and developers. But a secondary stakeholder has an indirect stake that influences a reputation or operations. The secondary stakeholders include suppliers, community members, industry peers or competitors. 
Stakeholders influence varies by region that is based on local regulations, cultural norms and  economic conditions
Raci matrix is a project management tool that defines roles and responsiblity for tasks, milestones and decisions. 
Responsible
· The hotel staff at the front desk, the housekeeping or the restaurant team are responsible for the tasks. 
Accountable 
· The owner or general manager helps ensure the hotel is successful. 
Consulted 
· The hotel department head has subject matter experts. 
Informed
· Hilton hotel owners receive updates on the performative performance of the company's success. 
Benefits stakeholders bring: 
Expertise 
· Stakeholders that bring expertise help build the businesses sucess by helping the decison making to risk the reduction and increase innovation. 
Local market knowledge 
· Local market knowledge provides stratergy, operational and financial benefits by involving local communities, suppliers and partners. 
Legitimacy 
· The benefit on legitimacy is that they enhance risk management, improve decision making and innovation and securing the social license to operate. 
Resource access
· Accessing resources through stakeholders provides benefits by knowledge and capabilities to reduce cost, risks and the time required for innovation. 
Challenges they face: 
· Skill gaps 
Hilton hotel faces alot of skill gaps due to high staff turnover, a competitve labour market and a need for increased digital skills. 
Ethnical concerns:
· They have faced a lot of different ethical issues as a company including lawsuits over theft and allegations of discrimination and ethical dilemmas surrounding the use of hotels.
Conflicting priorities:
· Hilton hotels face many challenges with balancing high standard guest's services with cost cutting and reconsidering global branding with local market demands. 
Cultural resistance:
· Hilton hotel has faced cultural resistance regarding the inconsistent corporate culture across global locations and employee resistance. 
The Hilton hotels link to the stakeholder theory because they both balance the interests of guests, team members, owners and communities or shareholders to their value called travel with purpose strategy. This is used to focus social responsibility, sustainability and stakeholder engagement. 
The Hilton hotels link to the resource dependency theory by managing external dependencies. This includes human capital, technology and environmental resources to ensure stability. 
Hilton hotels links to the ethical stakeholder's management through their travel with purpose strategy which helps them to understand their business goals and their social responsibility they have while prioritising human rights. 
[bookmark: _Int_Ke3IHKcZ][bookmark: _Int_JCLlnon8]The stakeholder salience model is a framework which is used to prioritise stakeholders based on the influence and needs by focusing on three attributes which is power, legitimacy and urgency. This is applied with the Hilton hotel because they priorities stakeholders based on power, legitimacy, and urgency by focusing on owners, team members, and guests within their travel with purpose strategy. They maintain trust by being proactive with their guests and engaging with their stakeholders by using feedback to improve their sustainability programs. Next, they maintain collaboration by being close with hotel owners and developers to help manage resource and the Hilton shows commitment by engaging with its 400,000 team members as key stakeholders. 
The stakeholder engagement plan is a strategic document that identifies as key individuals which are affected by a project to manage their expectations and involvement. 
The communication plan is a strategy actionable document that is outlining how information is shared with stakeholders. The communication plan with Hilton hotels in the UK focuses on the digital first approach utilising the Hilton’s honours app. Also, the communication plan builds a partnership with Hilton hotels based on trust, collaboration and commitment.
The RACI matrix supports trust through the open communication, consistent management behaviours. Next, the collaboration encourages through participative management and global focus groups and the commitment is shown when the staff take personal responsibility by enhancing the recognition program that strengthens engagement. 
[bookmark: _Int_v713Adfy]Adaption across global markets involves tailoring products, marketing and operations to meet local cultural, regulatory and economical needs. Hilton hotels adapt to global markets by using their quality standards and the local culture through a local brand to have a tailored experience. The global market supports trust through community focused travel with purpose strategy. Next, collaboration is enhanced by local partnerships with other hotels and partnerships, and commitment is shown through the Hilton’s global foundation grants and the sustainability program. 
Stakeholder engagement process and conflict management: Core model 4C Framework
Communication 
· Two-way communication is very essential and well effective for the stakeholder engagement process because it transforms stakeholders from passive recipents into active participants. The key techniques used is active listening, feedback loops and interactive channels. 
· The digital dashboard has effective stakeholders but requires a structured process that often supports digital tools. Digital dashboards provides real time visablitiy with processes which are stakeholder databases and registry, engagement mapping and analytics and commitment tracking. 
· Cross cultural messaging is a structured five step approach that is essential for engaging stakeholders across different cultures which include identifying and assessing stakeholders, engaging and communicating and creating a cultural engagement plan. 
Consultation
· Staff workshops are focused on stakeholder engagement and conflict management that should be designed as an interactive and actionable session that aligns with the internal teams. The staff workshop empowers project managers to master stakeholder engagement and conflict solution. 
· Pilot hotel feedback is needed for tailored and multi-tiered communication. Pilot feedback is like general consultation findings that uses structural evidence-based models to balance diverse stakeholders and their needs which helps show my role as project manager.
· Guest surverys is needed so Hilton hotel managers can have a structured stakeholder engagement process and focus on their travel with purpose strategy. 
Collaboration 
· Co design with staff is a stakeholder that has active partnership with frontline staff to create framework that's practical. 
· Vendor partnership is effective because interconnected components drive project success through collaboration. 
· Sustainablity co creations is very practical because creating sustainability is helpful for solutions. 
Commitment
· Training incentives transforms potential conflicts of interests into collaboration partnership to structure communication. Hilton hotels let feedback and survey updates. 
· Leadership sponsorship involves more communication to build trust and collaboration for active support for project goals. 
· Performance metrics is used to measure the process which would include engagement levels, stakeholders and satisfaction scores. 
Conflict management for a project manage includes Hilton hotel navigating high stakes at fast-paced environments by addressing the resource competition. Next, interest-based negotiation for the Hilton project manager includes shifting from positions that are either budget cuts or the underlying needs. Next, Critical intelligence in project management is the ability to lead a collaboration by communicating to improve team's performances to have a better outcome. Next, the escalation pathway at the hilton hotel as a project manager follows a structured three tier approach to design and address the project risks. Also, the critical requirement at Hilton hotel focuses on maintaining brand standards and ensuring to manage stakeholder communication enforcing high standards with new builds.
The impact of stakeholder engagement on business performance with guest satisfaction and loyalty is that it boots business performance significantly by building trust and enchancing reputation by directly improving guest satisfaction and loyalty. The impact this does is build an emotional connection and improve guest experience to build the guest loyalty. Next, the employee engagement has an impact by boosting business performance by 23% in profit and 18% in sales productivity. Next, the brand reputation shows an impact by strengthing the brand reputation and building trust so theres less risks with the business. Operational efficiency directly boosts the business performance by building trust, reducing risks and aligning goals through engaging suppliers and employees. Next, sustainability performance shows its impact by directly boosting the business performance by strengthen the sustainability and enhancing the trust. Also, risk reduction shows its impact by improving business performance directly and reducing operational, financial and reputation risks.
The recommendations for future stakeholder engagement that i have mentioned is that the Hilton hotel advanced staff training in AI ethnics should focus on human centric ai, data transparency and algorithmic fairness to maintain trust. The training programs focus on ethnic ai use maintain human interaction alongside automation. 
To conclude, the importance of stakeholder engagement is essential because it builds trust, reduces risks, gains project buy ins and ensures strategic alignment by actively involving stakeholders who include employees, customers or partners of the organisation. Strategic value is the long-term advantage a company builds to differentiate itself from competitors and increase their overall worth beyond short term financial performances. It focuses on building sustainable competitive advantages which include strong brand equality and innovative capabilities so it's more valuable. 
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