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[bookmark: _Toc220751190]Executive Summary
The report introduces the purpose of stakeholder engagement for the specific design of an AI platform, "StaySmart+", which aims for high-end engagement among customers through the program in "InterContinental Hotels Group" (IHG). The project represents a combination of AI-powered guest experience, customised trip design, and responsible hospitality, which makes IHG a pioneer in digital and social improvement as well as responsibility.
Situational analysis showed that one of the enablers of IHG globally was its strong brand name, loyalty platform and technological core, whereas the rising challenges include high implementation costs, lack of employee skills and complex regulations. Both the SWOT and PESTLE analyses show opportunities in the increased demand for personalised and sustainable services and threats associated with cultural resistance and data privacy issues. SMART goals provide measurable insights, such as pilot execution in five geographical locations, personnel training, and engagement of guests within six months.
The stakeholders are identified as internal, such as the project manager, IT, HR, hotel managers, marketing, and finance and external, such as the guests, suppliers, regulators, and communities.  Roles and accountabilities are explained using tools like the RACI Matrix, stakeholder salience model, & communication plan to create responsible, collaborative and trustful relationships. The conflict management and engagement strategy in various cultural environments is based on the 4Cs approach of communication.
According to the assessment of the stakeholders, a robust stakeholder involvement enhances guest satisfaction, employee competency, efficiency in the operations, and sustainability performance. However, recommendations are suggested, which involve enhancing AI ethics, localisation of the engagement approach, reducing dependence on vendors, and feedback loops.
Essentially, the stakeholder involvement within the project emerges as the defining factor of the feasibility, validity, and viability of StaySmart+ as an international hospitality platform, to support the competitive advantage of IHG.
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[bookmark: _Toc220751191]1. Introduction
Company Introduction
InterContinental Hotels Group (IHG) is a sizeable UK-based hospitality firm with over 6,000 hotels spread across over 100 countries. It has its portfolio of premium and luxury brands, like InterContinental, Kimpton, and Regent, and other popular mainstream brands, like Holiday Inn and Crowne Plaza. The main activities of the company are based on hotel management, franchising, and guest service excellence in the global markets. IHG cannot be described only as a technology-enabled and sustainability-oriented organisation. It also invests in digital booking systems, guest data systems and smart room systems to enhance efficiency in the services. Simultaneously, IHG advances responsible tourism by means of energy minimisation programmes, waste disposal, and responsible sourcing, and this aspect reinforces its worldwide brand awareness.
Project Overview
StaySmart+ is an upcoming high-end customer experience service integrating an AI-based guest interactor technology, customised travel planning, and amenities with sustainability in mind. Guests will receive the assistance of AI chat systems and smart assistants before, during, and after their stay. Individual travel features will suggest local activities and modes of transport. The facilities will also be sustainable in terms of energy-saving rooms and environmentally friendly products. The service will be launched in the chosen hotels across the globe within half a year. The engagement of stakeholders is also more complicated in the global hospitality industry because cultural expectations, data protection regulations, and attitudes towards AI vary in different countries, and one should coordinate and build trust carefully.
[bookmark: _Toc220751192]2. Situational Analysis
[bookmark: _9bjpa8djgl7e][bookmark: _Toc220751193]2.1 SWOT (Project-focused, not generic)
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Figure 1: SWOT Table
(Source: Author)
The SWOT analysis reveals that StaySmart+ possesses the following strengths: the global IHG brand's power, a substantial loyalty base, and the capability of digital systems to process thousands of guest interactions daily. On the other hand, the lack of digital skills in employees, resistance to AI, and high implementation costs are threats (Liias, 2025). The growing need for personalised and sustainable hospitality is an opportunity for StaySmart+, while data privacy regulation, cultural differences, and technology failure are threats.
[bookmark: _hsqddn2z30ab][bookmark: _Toc220751194]2.2 PESTLE (Global emphasis)
	Factor
	Global Implications

	Political
	IHG has footprints in 100+ countries, which means that it encounters different government priorities, labour mobility regulations, and digitalisation plans of different countries on AI application in the hospitality industry.

	Economic
	International inflation has escalated training, technology and energy expenses. Corporation tax in the UK is 25 and Value Added Tax is 20, which has a direct impact on pricing (Kubjatkovaet al., 2022). Increasing regulatory wage bills and currency devaluation present a challenge of curbing costs on the multi-million dollar investment in AI.

	Social
	The expectations of cultural services are different around the world. European customers appreciate efficiency and privacy, and Asian and Middle East markets need high-touch, personalised service, which demands adaptive engagement models.

	Technological
	The maturity of the adoption of AI is varied. The existing systems in emerging markets introduce risk of implementation and complexity of operations, whereas the developed markets enable easy integration of the systems.

	Environmental
	The pressure to report sustainability through the ESG frameworks promotes the investment in intelligent energy and water systems in hundreds of hotel rooms.

	Legal
	It is obliged to comply with GDPR, UK Data Protection Act 2018, EU AI Act, and country labour laws regarding working time and training (Aloisi, 2024).


Table 1: PESTLE analysis

[bookmark: _r1j992hylca0][bookmark: _Toc220751195]2.3 SMART Objectives (Project-specific)
	SMART Element
	Objective Description

	Specific
	Implement the StaySmart+ solution in 20 pilot hotels in 5 global geographies (UK, Europe, Middle East, Asia-Pacific, North America) and incorporate AI guest interaction solutions, personalised travel planning, and sustainability-oriented amenities in the daily processes (Lekaet al., 2025).

	Measurable
	At least 800 trained staff members have been adopted, all frontline staff are AI certified and 10,000+ AI-led interactions with guests during the pilot phase are logged.

	Achievable
	Use the current digital infrastructure and centralised project governance of IHG to roll out through 3 technology vendors and dedicated hotel implementation teams within the operational capacity (Wynn and Jones, 2022).

	Relevant
	Move the project in line with the strategic objectives of digital innovation, premium guest experience and sustainability leadership by IHG to support brand differentiation in its over 6,000 properties worldwide.

	Time-bound
	Full implementation of pilots, training, performance measurement, and evaluation by the stakeholders within a 6-month implementation period, with a formal review of the implementation to accept global scale-up.


Table 2: SMART objectives
[bookmark: _Toc220751196]3. Identification and Categorisation of Stakeholders
The Internal and External Stakeholders Identified for this Project of implementing the service called “StaySmart+” are as follows:
Internal Stakeholders
· Project Manager (Primary Stakeholder)
· IT & AI Department (Primary Stakeholder)
· HR &Training Department (Primary Stakeholder)
· Hotel Managers (Primary Stakeholder)
· Marketing & Sales Team (Primary Stakeholder)
· Finance Team (Secondary Stakeholder)
External Stakeholders
· Guests (Secondary Stakeholder)
· Suppliers and Tech Vendors (Secondary Stakeholder)
· Regulators (Secondary Stakeholder)
· Local Communities (Secondary Stakeholder)
The stakeholder analysis gets implemented, and this is how each stakeholder will be placed with regard to their degree of influence and interest in the project. Depending on the region, influence and interest may vary in a global rollout of the hotel, thus its engagement has to be tailored to the local needs and cultural distinctions (Shaukat et al., 2022). The key stakeholders refer to the stakeholders who are directly connected to or influenced by the success of the project. Secondary stakeholders are the ones who are not involved directly but are also significant to compliance, reputation or delivery (IHG, 2023).

	Meet their needs (High Power & Low Interest)
· Finance Team
· Regulators
	Manage Closely (High Power & High Interest)
· Project
· IT & AI Department

	Keep in Account (Low Power & Low/Medium Interest)
· Marketing & Sales Team
· Suppliers & Tech Vendors
· Local Communities
	Keep Informed (Low Power & High Interest)
· Guests
· HR & Training Department
· Hotel Managers


Table 3: Power-Interest Grid (Stakeholder Analysis Matrix)
The high-power and interested stakeholders (project manager, IT, and AI department) in international projects should be constantly engaged and actively involved in the decision-making process (Hollmann et al., 2022). Compliance and regular reporting are required in high-power, low-interest stakeholders such as finance and regulators (IHG, 2023). Guests of the hotel should have low-power but high-interest stakeholders who require regular communication and feedback devices to be adopted and satisfied with the services (Rafeh et al., 2023). The medium-level stakeholders need to have specific communication plans based on the culture and market environment. The level of influence by the stakeholders differs around the world, and hence, the differentiated strategies are necessary in terms of trust and commitment.
[bookmark: _Toc220751197]4. Detailed explanation of stakeholders
[bookmark: _Toc220751198]4.1 Roles and responsibilities of the key stakeholders
Launching of the StaySmart+ cannot be successful without appropriate stakeholder roles and their responsibilities. The RACI Matrix, herein, provides a level of accountability and effectiveness of communication between internal and external stakeholders.
Internal Stakeholders of the Project
· Project Manager (A) - This stakeholder group is responsible for the specific delivery of the project. At the same time, the individual manages the timeline, cost and stakeholders’adherence.
· IT Department (R) - In the next focus, the IT department has been identified as the key priority, which is involved in designing AI systems, integration, and cybersecurity.
· HR Department (R) - According to the information by Chychun et al. (2023), the HR department is responsible for appropriate change management as well as staff training.
· Hotel Managers (A) - Responsible for rolling out operations across IHG hotels in different locations (Fernandes, 2021).
· Marketing Team (R) - In charge of communicating with the guest and branding.
· Finance Team (C) - Advised on the allocation of the budget and the ROI analysis.
External Stakeholders of the Project
· Guests (C/I) - Engaged through feedback and informed through channels of communication.
· Suppliers & Tech Vendors (R/C) - They handle the provision of sustainable amenities and AI tools.
· Regulators (C/I) - Adopted and advised on the adherence to data protection and sustainability requirements (Moerel, 2022).
· Local Communities (I) - Aware of sustainability efforts.
The RACI Matrix helps to decrease ambiguity, promote collaboration, and emphasise the implications of stakeholder participation in the international hospitality enhancement. Herein, the framework defines such in terms of the following: Responsible, Accountable, Consulted, and Informed.
[bookmark: _Toc220751199]4.2 Benefits they bring and challenges these stakeholders may face
Contributing to the current project at IHG, stakeholders contribute potential values to the "StaySmart+". However, challenges can create significant dilemmas.
Stakeholders' benefits within the project:
· Expertise - Technical and operational knowledge necessary in the design of AI systems and staff preparation is offered by experts, including IT specialists and HR instructors (Jarrahi et al., 2023). Besides, external suppliers bring changes in green facilities & technology.
· Local Market Knowledge - Hotel managers and regional staff are familiar with the cultural tastes and service expectations. This means that the product would appeal to a wide array of customer bases.
· Legitimacy - This enables a higher degree of credibility among regulators and community representatives through compliance with the legal and ethical codes of conduct. This fortifies brand reputation.
· Access to Resources - Finance departments and the third-party vendors supply monetary and material resources that enable scaling and sustaining operations.
Challenges expected to encounter:
· Skills deficit - It is expected that employees have digital skills. Thus, adequate staff training is needed.
· Ethical Issues - Guests and employees might feel AI as a human substitute without empathy. This can cast doubt on the authenticity of services and employment.
· Conflict of Interest - Notably, a conflict of interest between the "financial" and "marketing" departments is expected. This is because of their respective interest in cost control and enhancing customer experience. This can negatively impact decision-making.
· Resistance due to diverse culture - This is another potential dilemma expected among stakeholders. Sprong et al. (2021) explained that homogeneous tech solutions are strongly opposed by diverse markets. Hence, customised practices are mandatory.
Theoretical Links:
· Stakeholder Theory - As stated by Mahajan et al. (2023), the theory emphasised the importance of a trade-off between different stakeholder interests to achieve long-term organisational success. In this project, it is important to align the expectations of the guests with corporate objectives.
· Resource Dependence Theory - This theory explains the dependency of organisations on external stakeholders in terms of resources and legitimacy (Jiang et al., 2023). The suppliers and regulators, hence, become the main part in maintaining a competitive advantage.
· Ethical Stakeholder Management - Rusconi (2020), explained that the theory prioritises fair, transparent and respectful interaction. Ethics is one of the aspects that should be taken care of to maintain trust and reduce reputational risks with AI.
[bookmark: _Toc220751200]5. Frameworks, Models and Engagement Tools
[bookmark: _y2dveqfm8c8y][bookmark: _Toc220751201]5.1 Stakeholder Salience Model
Power
Power is the capacity of one of the stakeholders to manipulate choices and resources within the StaySmart+ project (Gichimu and Mutuku, 2022). The power of senior managers, the IT and AI department, and regulators is very strong as they are the ones who can approve or reject technology systems, and even legal compliance. With their assistance, it will accelerate or decelerate the implementation in regions.
[image: ]
Figure 2: Stakeholder Salience Model
(Source: Tamzin Morphy, 2019)
Legitimacy
Legitimacy has to do with the validity of the stakeholders in the project (Green et al., 2023). The guests, employees, hotel managers and local communities have valid interests as far as the service influences their experience, work practices and environment. Their expectations have to be honoured to secure brand image and service quality.
Urgency
Urgency is the speed at which the needs of the stakeholders ought to be addressed (Bezerra et al., 2023). The immediate concerns of data privacy regulators, guests who have problems with the services, and those hotels that are about to launch are pressing and require a quick answer to prevent legal liability and service failure.
[bookmark: _lt0dc1lszbg7][bookmark: _Toc220751202]5.2 Stakeholder Engagement Model
The first thing that IHG does is to construct a transparent stakeholder system of StaySmart+. It determines the key groupings, researches their requirements, and stipulates engagement regulations (Galjanić et al., 2023). Managers, IT leaders, and hotel teams have to be given roles and responsibilities. The data of stakeholders is captured to be able to follow the engagement by regions (Santos and Fernandes, 2024). The company then checks the stakeholder feedback every year and modifies plans. It quantifies the outputs of engagement, including the willingness of the staff and the reaction of the guest towards AI tools. Adjustments are made where issues or opposition are seen (Pieterse et al., 2024). IHG includes engagement in the daily processes, trains employees, communicates effectively, and tests StaySmart+ in a small number of hotels before the global introduction.
[bookmark: _acf2lqi574x4][bookmark: _Toc220751203]5.3 Communication Plan
An effective communication strategy will ensure that the introduction of StaySmart+ to the hotels of the world is effective. The communication should be aligned with the role, influence, and information needs of each stakeholder (Alzayed, 2024). Technical teams should be provided with system updates in detail, and the hotel managers should be guided in regard to operations (Thant and Tin, 2023). The messages should be trained to the staff to inform them about the advantages and alleviate the fear of AI. Customers need to be informed of easy and comforting messages regarding security and comfort. Formal reports of compliance are required of the regulators, and schedule coordination of suppliers is required.




	Stakeholders
	Purpose of Communication
	Method
	Frequency
	Owner

	Project Manager
	Track progress and risks
	Steering meetings and dashboards
	Weekly
	Programme Director

	IT & AI Department
	System design and testing updates
	Technical workshops and reports
	Weekly
	IT Lead

	Hotel Managers
	Operational readiness and service standards
	Virtual briefings and manuals
	Bi-weekly
	Operations Manager

	HR & Training
	Staff training rollout
	Training sessions and intranet updates
	Bi-weekly
	HR Manager

	Marketing & Sales
	Service promotion alignment
	Campaign meetings and brand toolkits
	Monthly
	Marketing Director

	Finance Team
	Budget tracking and ROI
	Financial reports
	Monthly
	Finance Controller

	Guests
	Explain the benefits and data privacy
	Email, app messages, in-hotel displays
	At Bookings and Check-In
	Guest Experience Team

	Suppliers & Tech Vendors
	Delivery timelines and system integration
	Coordination calls and project plans
	Monthly
	Procurement Lead

	Regulators
	Compliance with AI and data laws
	Formal documentation and audits
	At Key Milestones
	Compliance Officer

	Local Communities
	Sustainability initiatives and impact
	Community meetings and reports
	Quarterly
	CSR Manager


Table 4: Stakeholder Communication Plan
[bookmark: _5mi07mq6ordc][bookmark: _Toc220751204]5.4 RACI Matrix
The RACI matrix explains Responsibility, Accountability, Consultation, and Information to be shared by the people involved in the rollout of StaySmart+. It also avoids confusion and promotes coordination in the international hotels (Freebairn et al., 2022). Mainly, technical work is the reserve of IT teams, whereas the local managers and training assistants are in place with hotel operations (Adelhardt and Berneiser, 2024). An operational control is still mostly financial, and regulatory control is being taken into consideration to evade the legal risks. The feedback channels inform guests and consult with them (Baig et al., 2022). The structure guarantees the clarity of decisions and minimisation of delays in various regions (Misnan et al., 2024).
[image: ]
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Figure 3: RACI Matrix
(Source: Author)
[bookmark: _Toc220751205]6. Critical Analysis of the process to undertake as the Project manager
[bookmark: _ze3ov2jdx88o][bookmark: _Toc220751206]6.1 Core Model: 4C’s Framework
· Communication
The StaySmart+ communication was based on the structured two-way communication channels between IHG headquarters and 15 pilot hotels in the periods of Europe and Asia. AI performance information, more than 10,000 monthly queries of the guests, and staff feedback logs were integrated as digital dashboards. Virtual briefings every week allowed hotel managers and frontline staff to identify anything that was wrong with their work (Bonfanti et al., 2022). The multilingual teams enhanced the understanding of cross-cultural messaging by adapting it to local rules. This strategy enhanced openness and confidence, but in other cases, excessive data on the dashboard decreased contact with the frontline and speed of managerial decoding.
[image: ]
Figure 4: 4C’s Framework
(Source: Bonfanti et al., 2022)
· Consultation
The use of consultation was incorporated into the in-person staff workshops of about 200 employees at the London and Birmingham properties, and the consultations centred on away operations concerning the usability of AI and the effects of the services (Greenhalgh et al., 2022). Pilot hotel feedback loops porous data were gathered in a 12-week pilot, whereas guest survey data were gathered qualitatively on over 1,500 stays. The mechanisms enhanced the relevance of the services and the early detection of problems. It was rather strong in the field of inclusive decision-making, but consultation made the process lengthy because matching the varied views of operations in multiple hotels required more coordination, and the final standard of features would need more time.
· Collaboration
Partnership involved frontline staff and concierge teams collaborating through co-design to automate AI-intended guest interactions and customise itineraries. Strategic vendor alliances concerned four world technology providers combining with the systems with IHG property platforms (Chen, 2022). Sustainability co-creation also entailed cooperating with eco-amenity providers to implement smart power and water systems in 400 rooms. This group strategy improved the level of innovation and ownership. Its shortcoming was reliance on the timetable of external partners to deliver goods, which sometimes limited IHG to the speed of rollout and the sequence of integrating the system.
· Commitment
The loyalty was supported by the organised training bonus, and more than 1,000 employees finished AI service certification courses associated with professional growth. The top leadership sponsorship provided regular approvals of funding and reviews of weekly governance. Performance indicators were monitored on the adoption of the service, completion of staff competency and volumes of guests in pilot sites (Mendoza et al., 2024). This orientation incorporated responsibility and ownership. The maintained engagement past launch was also a strength; nevertheless, performance-based targets posed a risk of straining the frontline teams, and might interfere with service authenticity unless that was proportional with sufficient operational support.
[bookmark: _8vn343s71rkn][bookmark: _Toc220751207]6.2 Conflict Management
Interest-based negotiation
Negotiation based on interests was employed when tensions between the senior leadership, encouraging a quick implementation of AI and frontline employees worried about the increase in workload were to be resolved (Pasanen, 2024). Through finding mutual interests, processes of service quality and operational efficiency were redesigned, reducing 12 physical cheque-in processes per shift, enhancing trust, and demanding more time to facilitate.
Cultural intelligence
The international market conflict resolution was directed by cultural savvy. The UK hotels freely encouraged direct feedback in open forums, whereas in the Asian hotels, issues were raised through the senior managers as a sign of respect for hierarchy (Wan et al., 2022). This was a culturally modified practise that minimised resistance and miscommunication and maximised complexity of management and training.
Escalation pathways
Obvious escalation routes that made sure that any unresolved issues were ordinarily cascaded out of the hotel managers, to regional directors in 48 hours, and then to the world programme board with budgets worth millions of dollars. Such protection of decision-making and homogeneity, but over-escalation would lead to slackening local creativity and lessening operational independence.
[bookmark: _2n5bpxiqdv8x][bookmark: _Toc220751208]6.3 Critical requirement
	Project Stage
	Key Stakeholders Involved
	Project Manager Role
	Engagement Actions
	Strengths Achieved
	Limitations / Risks

	Strategic Planning
	Board, top management, investors.

	Head project scoping and governance design of StaySmart+ in 6,000 or more IHG hotels.

	Introduced business case, coordinated investment of multiple million dollars and established a schedule of rollout occupying 6 months (Hearn et al., 2022).
	Well-defined strategic alignment and expedited approval procedures.

	Restricted high focus in its early operations.


	Design & Development
	IT and AI departments, suppliers, and sustainability partners.


	Played the role of integration lead with 3 multinational technology providers.

	Planned system design seminars, the alignment of AI tools to the current PMS operations, with thousands of bookings per day.
	Less duplication and better fit in technical aspects.

	The reliance on suppliers inhibited schedule management.


	Pilot Implementation
	Frontline employees, Hotel managers.

	Shall lead the London and Birmingham pilot hotels (500 + rooms) on-site.
	Facilitated workshops with 200 staff, resolved workflow conflicts.
	Great employee belonging and utility of services.

	There is a high time requirement for the leadership of the project.


	Stakeholder Engagement
	Visitors, investors, societies.

	Key liaison and risk owning.

	Managed 1500 stay reviews of guest feedback, and maintained a review of data compliance.
	Credibility of trust, compliance and service.

	Delays in decisions were caused by lengthy consultation.


	Rollout & Control
	Marketing, regional directors and HR.

	Monitoring and escalation of performance.

	1,000 staff tracked training, 48-hour purgatory routes.
	Filial compliance and responsibility.

	Possibility of too much centralisation.



Table 5: Critical requirements
[bookmark: _8axql6kx3vxs][bookmark: _Toc220751209]7. Evaluation of the impact of stakeholders' engagement and future recommendations
[bookmark: _Toc220751210]7.1 Guest Satisfaction, Loyalty, and Brand Reputation (Customer Perspective)
Good collaboration with stakeholders enhanced the satisfaction and loyalty of the guests to StaySmart+. The 10,000 AI interactions in feedback loops with guests and frontline staff in 20 pilot hotels were used to refine personalised travel recommendations and in-room amenities (Talukderet al., 2024). Marketing, operations and technology teams worked towards ensuring consistency of the services, increasing repeat booking, Net Promoter Scores, and social sentiment. The engagement was customised to reflect the cultural expectations in five regions, which boosted trust and perceived value. However, the need to coordinate different types of feedback resulted in high coordination requirements, and there was a need for appropriate prioritisation of issues. Overall, the structured interaction improved the excellent brand image of the IHGA, ensured the right level of service delivery, and long-term customer loyalty through aligning the operational capacities with customer expectations worldwide (Iyengar, 2025).
[bookmark: _Toc220751211]7.2 Employee Engagement, Capability Development, and Ethical Adoption (Learning & Growth Perspective)
Stakeholder involvement created a high level of commitment and ethical use of AI by staff. More than 1,000 employees underwent AI training, becoming digitally competent and assured in their ability to provide personalised services. The cross-cultural guidance and co-design workshops facilitated teamwork, ethical decision-making and innovations. KPIs monitored workflow productivity, usage of the system and training attainment (Scifo, 2023). The participation minimised the resistance of AI tools and motivated them, but the combination of operational activities and training caused pressure on the workload. It is essential to ensure that the continuous mentoring and development of capabilities are sustained to maintain the same level of service quality. The participation of the employees reinforced the ownership of operations, improved ethical practices, and made the frontline employees flexible towards the dynamic AI-driven interactions with the guests.
[bookmark: _GoBack][image: ]
Figure 5: Benefits of Employee Training and Development
(Source: Scifo, 2023)
[bookmark: _Toc220751212]7.3 Operational Efficiency and Cost Control (Internal Process Perspective)
The cooperation with IT, hotel management, and suppliers ensured that the process of StaySmart+ was streamlined and that more than 12 manual steps in the check-in process were eliminated, as well as fixing problems, dividing resources, and managing costs (Kumar, 2022). The feedback provided by the employees ensured that the process was culturally appropriate. The availability of the system, average service handling time, and reduction of errors, among others, experienced operational improvements as KPIs. The use of vendors and integration with outdated property management systems is a challenge, and therefore, contingency planning is required (Kesa, 2023). Overall, the engagement has resulted in improved efficiency, reduced bottlenecks in operations, and manageable costs.
[bookmark: _Toc220751213]7.4 Sustainability Performance and Risk Reduction (Governance & ESG Perspective)
The involvement of stakeholders increased the results on sustainability and risk management. The collaboration with sustainability vendors made 400+ rooms smarter with both energy and water systems, which helped achieve the ESG reporting and minimised environmental impact (Sirignano, 2025). Competitors, local societies, and stakeholders were engaged to make sure that they adhered to the GDPR and AI principles as well as labour regulations. The KPIs monitored the energy consumption, audit results, and compliance with the regulations, which enhanced legal and reputational resistance. Early consultation also helped to establish risks, including privacy issues and differences in culture, which could be mitigated in advance (Folorunsoet al., 2024). Although the coordination at international properties entailed investment and resource creation, structured interaction minimised operation, legal, and environmental risks and indicated the responsibility of IHG to the environment, ethical and responsible hospitality practice in the global context.
[bookmark: _Toc220751214]7.5 Future recommendations: Integrated Stakeholder Strategy for Scalable Performance
· Implementation of feedback loops for the stakeholders (guests and employees).
· Implementation of better AI ethics and training of the frontline staff on digital skills.
· Adoption of localised engagement approaches as per the cultural norms.
· Enhancement of sustainable partnerships with suppliers and the community in the long run.
· Increasing the internal technical ownership to minimise vendor dependency.
· Monitoring of KPIs based on Balanced Scorecard logic on all operating and strategic levels.
· Standardisation of the governance systems to strike a balance between scalability and local flexibility, as well as worldwide uniformity.
[bookmark: _Toc220751215]8. Conclusion
It is to be concluded that this report discussed the utilisation of stakeholder engagement in establishing the successful launch of StaySmart+ by InterContinental Hotels Group. The analysis has determined the most significant internal and external stakeholders and elaborated their roles, influence, and interests through the application of some tools, including the power-interest grid, the stakeholder salience model, the communication plan, and the RACI matrix. The analysis revealed that the formal interaction among planning, design, pilot testing, and rollout was useful to harmonise the teams of technology, hotel managers, employees, guests, suppliers, and regulators. The 4Cs model showed the effectiveness of communication, consultation, collaboration, and commitment in developing trust and reducing resistance towards AI application in the different cultural markets.
The analysis revealed that good stakeholder engagement enhances guest satisfaction, employee competency, operational performance, sustainability, and risk management. Concurrently, it demonstrated issues like cultural differences, gaps in technology readiness and complexity in coordination. In general, the report validates that effective stakeholder involvement is a strategic need of global hospitality innovation. It has ensured that new services such as StaySmart+ provide the same quality, regulatory compliance and competitive advantage in international markets.
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