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Executive Summary
This report discusses the role of stakeholder involvement in effective initiation and execution of the projects within the organization. The case study of Marriott International London and the proposed introduction of an AI-powered service known as StaySmart+ will be analysed to improve customer experience with the help of personalised travel planning, sustainability-related features, and digital interaction tools.
The report initially analyses the business environment of the organisation in terms of SWOT and PESTLE analyses, establishing brand reputation and prime locations as its major strengths, whereas excessive operational costs and competitive influence on the global hospitality brands and online accommodation platform are defined as its challenges. These discussions give a background on the strategic value of stakeholder involvement in the execution of innovative services.
The internal stakeholders (project managers, employees, product development teams and executives) and external stakeholders (customers, investors, suppliers, government bodies and communities) are analysed in terms of their roles, responsibilities, benefits, and possible problems in the project. The stakeholder engagement is also organized with the help of project management tools such as the Stakeholder Matrix, RACI Matrix and communication planning framework where a proper accountability and coordination is evident.
The report also uses the 4Cs model of Communication, Collaboration, Consultation and Commitment to establish relationships and likely conflicts between the stakeholders. Good stakeholder engagement is demonstrated to lessen risk in the project, enhance compliance with the regulations, raise customer loyalty and maximise the operational performance. The report concludes that being strategic in the stakeholder management is what makes the implementation of innovative hospitality services successful, and makes the competitive advantage of Marriott to be maintained.
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[bookmark: _Toc224457059]Introduction of Marriott International London 
The chosen international hotel and hospitality group in this report is Marriott International London. The London Marriott is situated near Oxford Street, Regent Street as well as iconic attractions including Buckingham Palace, Hyde Park and Madame Tussauds (Tripadvisor, 2025). 
The organisation in London operates the high-end, vast portfolio as part of the international giant with more than 9300 properties as well as 1.7 million rooms (Instagram, 2026). 
They offer premium, luxury as well as select-service accommodations (Heathrow, County Hall) in London featuring extensive meeting spaces, fine dining and spa facilities, managed through the Marriott Bonvoy program. The organisation in London provides a diverse, vast portfolio of more than thirty leading brands, including select-service hotels, premium and luxury throughout the London city. The organisation is well-known for high hospitality standards; the properties cater to both leisure travellers and business with locations ranging from Canary Wharf to Regents Park. The Growing Forward strategy of the organisation encapsulates the priorities, rooted in the core values as well as guides the company as it delivers on a promise of unique Marriott hospitality across the globe. The mission of the company is to increase consumer lives by building, enabling and offering unparalleled, top-tier lodging and travel experiences. The vision is to become the favourite travel company in the globe by putting people first as well as pursuing excellence (Marriott International, 2026). 
Marriott International London is introducing a service called ‘StaySmart+’ that integrates to offer customers AI-driven services such as customer interaction tools, sustainability-focused amenities and personalised travel planning designed to increase efficiency, comfort as well as brand differentiation. This rollout is planned for 6-months’ time around the chosen hotels globally. The Project Manager of Marriott International London has a responsibility to determine, engage as well as analyse major stakeholders whose cooperation and involvement are important for a successful design, adoption and launch of the new service around diverse markets. Considering this, the report will use PESTLE and SWOT analysis to analyse the external business situation. The report will discuss major stakeholders both external and internal, their responsibilities and roles, their importance. In this case, RACI matrix, stakeholder map and many other tools will be used. The report will also discuss the process of engagement of stakeholders and roles as well as responsibilities as a manager of the specified project to manage successfully by using the 4C model. The report will also assess the impact of engagement of stakeholders on the business performance and based on the identified issues recommendations will be provided.       
[bookmark: _Toc224457060]SWOT and PESTLE analysis of Marriott International London
	Strengths 
· The organisation has a wide brand range from luxury to midscale and offers extensive coverage in major London locations. 
· The organisation is located in the prime location of London where properties are in the city-centre, high-demand areas, offering visibility as well as consumer access.  
	Weaknesses
· The organisation faces high operational costs related issues. This cost linked with the extensive international portfolio of more than 9300 properties. The expenses are amplified by increasing employee expenses, which observed a notable rise in 2023 as well as escalating energy costs. Disruptions in supply chain and enhanced costs for services and goods, specifically evident in 2024, directly impact the bottom line of the company. Such elevated expenditures related to operations may put pressure on profit margins, particularly while revenue streams weaken, as experienced at the time of specific economic downturns. 
· High debt issue for the company where total debt reached nearly $17.08 billion by the end of December 2025.    

	Opportunities 
· Introducing the new premium consumer experience service called StaySmart+ that integrates AI-driven personalised travel planning, customer interaction tools as well as sustainability-focused amenities designed to increase efficiency, comfort as well as brand differentiation. 
· The organisation is poised for important development by increasing the presence in emerging markets, particularly around Africa and Asia, where the burgeoning middle class is fuelling enhanced demand for hospitality and travel.  
	Threats 
· The organisation faces fierce rivalry such as Hyatt, Hilton as well as Accor which are vying for market share constantly, offering loyalty programs and similar amenities. The rivalry intensifies while considering the increase of disruptive platforms including Airbnb, that provide alternative lodging options. 
· The organisation is currently vulnerable to economic shifts. The major economic slowdown in Europe would mean minimum disposable income for travel, impacting revenue and occupancy rates.  



Table 1: SWOT framework of the hotel
(Source: MatrixBCG, 2026)
	Political factors-
	Political instability such as Brexit creates employee shortages in the Marriott International London, driven through an end of free movement and challenges recruiting EU employees (Times, 2026).  

	Economic factors-
	The organisation due to inflationary pressure such as increasing labour costs and operating expenses, that are influencing rates of premium room as well as loyalty point valuations (Sadovi, 2023). 

	Social factors-
	The organisation offers a social responsibility-like Serve360 platform, concentrating on workforce development, diversity and community engagement (donations/local volunteering). This initiative mainly ensures the hotel operates sustainably at the time of offering back to local communities via charitable support and food donations (Donate Points, 2026). 

	Technological factors-
	The organisation is effectively implementing AI to analyse data for improved search, faster decision-making as well as develop personalised content. The organisation is also exploring AI-driven customer interaction tools called ‘StaySmart+’.  

	Legal factors-
	The organisation in London follows stringent GDPR compliance, following the £18.4 million fine for data breaching in 2020. This helps the hotel to maintain confidentiality of the customer data (Donate Points, 2026). 

	Environmental factors- 
	The hotel aims to eliminate greenhouse gas emissions by 46.2% by 2030, applying renewable energy as well as improving energy efficiency in London properties (Donate Points, 2026).  



Table 2: PESTLE framework of the hotel 
(Source: Self-developed)
[bookmark: _Toc224457061]Internal and external stakeholders of Marriott International London
Internal stakeholders (owners, managers, employees) mainly work within the company, directly influencing the performance as well as operations. The external stakeholders (government, suppliers and customers) on the other hand are outside, affected through the outcome of the organisation. Internal stakeholders also hold direct, primary stakes in regular decisions, whereas external stakeholders have secondary, normally influence, indirect. Internal stakeholders are directly affected by or involved in, the internal decisions and day-to-day operations. External stakeholders are not employed by the firm however are affected by the performance or influence the operations (Mast, 2026).  
For ‘StaySmart+’ service, the key stakeholders of Marriott will be project manager, product development team, sales and marketing, CEO, investors, partners, suppliers, Government, customers, community and many more. From them, project manager, sales and marketing, product development team, and CEO are the internal stakeholders whereas customers, communities, investors, suppliers, and partners are the external stakeholders. The product development team can include IT, management and front-desk team whereas external partners can be AI vendors, tech providers as well as local data regulators for Marriott International London. The purpose of these stakeholders for this project is to concentrate on increasing consumer experience, adhering to GDPR as well as optimising revenue. 
[bookmark: _Toc224457062]Roles and responsibilities of the key stakeholders and their benefits and challenges 
	Stakeholders 
	Roles 
	Responsibilities 
	Benefits 
	Challenges 

	Product development team
	· Technical education 
· AI tools optimisation 
· Integration 
· High-touch personalised service
	· Personalised trip planning
· 24/7 inquiries 
· Cross-selling and upselling
· Human-AI collaboration and escalation 
· Data accuracy verification 
· Operational workflow optimisation 
· Security Management and data pipeline 
	· Increased consumer experience through consistent service, 24/7
· Data-driven personalisation
· Dynamic revenue management to adjust pricing  
	· Ethical concerns 
· Workforce adaptation to innovative technologies 
· Infrastructure and integration through high costs 
· Data security and privacy 

	Project manager 
	· Setting project scope 
· Managing AI accuracy
· Training data acquisition 
· Ensuring data privacy
	· Performance monitoring 
· Communication and collaboration 
· Ethical compliance and risk mitigation 
· Technical oversight and system integration 
	· Operational efficiency through automating routine tasks such as check-ins, scheduling. 
· Customer satisfaction and hyper-personalisation to provide tailor suggestions 
· Streamline booking and support through AI assistants and chatbots handle booking 
	· Security and data privacy of sensitive personal data 
· Employee training and resistance including fear of job displacements 

	Operational efficiency Marketing and sales 
	· 24/7 engagement 
· Predictive and demand-based targeting
· Hyper-personalised experiences 
	· AI-powered interaction (chatbots)
· Dynamic revenue management 
· Loyalty and upselling enhancement 
· CEO and content creation
· Data privacy management 
	· Operational efficiency includes 24/7 guest support
· Routine tasks automation
· Data-driven decision-making 
· Sales and marketing impact on dynamic pricing and hyper-personalisation 
· Increased consumer loyalty 
	· Lack of expertise 
· High investment costs 
· Integration issues 

	Customers 
	· Offering detailed, accurate as well as clear input regarding preferences 
· Providing feedbacks on improvement 
	· Active feedback and interaction 
· Accurate data input and personalisation 
· Privacy management and data security 
· Applying AI for efficiency 
	· 24/7 instant support through AI chatbots eliminates wait times 
· Hyper-personalisation to offer tailored suggestions for hotels, flights 
· Improved customer experience 
	· Data privacy risks 
· Lack of trust and inaccuracy
· Transparency issues 
· Limited or complex interaction 

	Investors
	· Financial oversight and capital investment 
· Workforce adaptation 
· AI for personalised marketing 
	· Ethical bias and AI mitigation 
· Strategic direction and scalability 
	· 24/7 support through virtual assistants and AI chatbots
· Increased customer experience and personalisation 
· Data-driven insights 
	· Skill gaps and workforce adaptation 
· Security risks and data privacy 
· Uncertain ROI 
· Loss of human touch 

	Suppliers 
	· Technology development and customisation 
· Data security and management 
· Maintenance and support 
	· Personalised Engines
· Conversational chatbots/AI
· Integration 
· Data analysis 
· Data privacy
· Dynamic pricing 
· Bias mitigation 
	· Increased efficiency and cost savings
· 24/7 availability 
	· Compliance and sustainability
· Better procurement 

	Government 
	· Regulatory frameworks 
· Bias mitigation and ethical AI
· Data privacy and protection 
	· Ensuring accountability, safety 
· Human touch preservation in tourism
· Workforce transition to manage AI impact on jobs  
	· Data-driven decision-making
· Increased visitor experience through personalised planning and AI chatbots tools
· Crisis management 
· Sustainable tourism management  
	· Data divide as well as accessibility
· Algorithmic bias that leads to unequal promotions of businesses 
· Job displacement concerns 



Table 3: Roles and responsibilities of stakeholders at Marriott International Hotel 
(Source: Self-developed) 
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	Power 
	Keep satisfied 
· Travel agents
· Community 
	Manage Closely 
· Customers
· Owners and management
· AI vendors 
· Investors 
· Regulations and Government 
· Investors 

	
	Monitor with minimum effort 
· Employees
· Local tourism services/partner 
	Keep Informed 
· Project manager 
· Product development team

	
	Interest 



Table 4: Stakeholder Matrix 
(Source: Created by the learners)
The stakeholder matrix is a tool implemented in project management to determine, analyse as well as prioritise stakeholders as per their interest and influence in a project. It is a diagram type applied to map or visualise stakeholders as per specific characteristics set (Mast, 2026). 
As per above table, it is determined that travel agents and communities belong to the ‘keep satisfied’ quadrant because they have high power but low interest. Employees and local partners are belonged to monitor the minimum effort quadrant. It is because they have low power and low interest in the new AI-based project of Marriott International. On the other hand, the project manager and product development team belong to keep the quadrant informed. It is because they have high interest and low power regarding the StaySmart+ service project. In the end, customers, regulators and Governments, AI vendors, investors, owners and management belong to manage the quadrant closely. It is because they have high power and interest. 
RACI stands for ‘Responsible’, ‘Accountable’, ‘Consulted’ as well as ‘informed’- four distinct roles which clarify who does what in the provided scenario. The RACI matrix, while implemented to risk assessment, ensures that all aspects of determining, analysing as well as reducing risks is linked to the right teams or individuals (Meegle, 2026).  
	Risk area/action 
	Project manager 
	IT/AI team 
	Data privacy/legal 
	Marketing 

	GDPR (data privacy)
	Accountable 
	Responsible 
	Responsible 
	Consulted 

	AI Mistakes 
	Accountable 
	Responsible 
	Consulted 
	Informed 

	Human Oversight (Over-reliance)
	Accountable 
	Responsible 
	Consulted 
	Responsible 

	Technical failure
	Accountable 
	Responsible 
	Consulted 
	Consulted 

	Data Bias (Discrimination)
	Accountable 
	Responsible 
	Informed 
	Informed 

	Outdated info (API Failures)
	Accountable 
	Responsible
	Consulted 
	Responsible


  
Table 5: RACI Matrix 
(Source: Created by the learner)
	Phase
	Activity 
	Target audience 
	Important message 
	Channel 
	Frequency 

	Project initiation 
	Project Kick-off Meeting
	Department Heads, Executive Leadership
	ROI, project scope
	Video Conf/Town Hall
	Once

	Project initiation 
	Visioning of stakeholder 
	All staffs 
	Staff empowerment with AI to eliminate routine workload 
	Staff Newsletter/Email 
	Once 

	Project planning
	Requirements workshop
	Concierge, Front Desk
	Large-value use cases
	Internal social/workshop
	As needed

	Project planning
	Update related to data privacy policy
	Every staff 
	Transparent interaction on the way customer data is handled 
	Policy Portal/Email
	As needed

	Project execution 
	Beta/Alpha Test Invitations 
	Pilot Team
	Invitation to offer feedback and test the AI tool on usability  
	Direct Invite/Email
	Bi-weekly

	Project execution 
	Customer feedback survey
	Initial Users and Pilot Staff
	Pain points, capturing sentiment 
	Online Survey (MS Forms)
	Weekly

	Training 
	AI Capability Training 
	Employee (Support, Front Desk)
	Training toward applying the AI tool to cross-sell/upsell 
	Webinar/Live Training
	Weekly 

	Launch 
	‘Go Live’ announcement 
	Every staff 
	Project launch celebration 
	Internal social/Town Hall
	Once

	Launch 
	Launch of marketing 
	Guests/customers 
	Custom itineraries and 24/7 support 
	Website, email campaign 
	Upon launch

	Monitoring 
	Usage and performance reporting 
	Marketing, Executive Leadership
	Customer satisfaction and time saved
	Dashboard/email report
	Monthly 

	Monitoring 
	Review of post-stay feedback 
	Customer Experience, Marketing 
	Gathering customer feedback on personalised suggestions for AI learning improvement 
	Survey/Automated email
	Continuous 



Table 6: Communication plan 
(Source: Created by the learner)
[bookmark: _Toc224457064]Process to Engage Stakeholders and Manage Conflicts: The 4C’s Model
The process of engagement, therefore, becomes a continuous process of interaction, which will ensure the success of the project in terms of its AI and sustainability objectives. To ensure the success of the project, considering the complexities of the global market and the need to be localised in the London market, the 4C’s model will be used, which stands for Communication, Collaboration, Consultation, and Commitment.
[bookmark: _Toc224457065]1. Communication
Effective communication is the bedrock of the "StaySmart+" rollout. When it comes to internal stakeholders, such as the product development team, it is important to communicate in a technical fashion to ensure that the tools provided are in line with Marriott’s brand. When it comes to external stakeholders, such as consumers and external business partners, it is important to communicate in a fashion that is transparent about data privacy and the benefits of being a sustainable brand (Thorisdottir and Johannsdottir, 2019). This is in line with the required communication plan to meet the assessment. When it comes to Marriott, it is important to communicate in a technical fashion to ensure that all stakeholders are aware of the timeline to roll out this product in six months.
Conflict Management: Conflict may arise due to a lack of knowledge or "fear of the unknown" concerning AI. Companies can allay concerns and make sure that nobody in the company feels excluded from the technological shift by implementing a communication strategy involving town halls and e-newsletters. This strategy will help the hotel's operations team avoid spreading false information. Through explaining the "why" behind the new service features, no resistance is likely to be encountered (Harvard, 2025).
[bookmark: _Toc224457066]2. Collaboration
Collaboration means working in conjunction with various stakeholders towards achieving "StaySmart+" goals (Ashcroft, 2017). This is more applicable in terms of collaboration between the marketing department and local hotel operations in London. Through working with local hotel staff in relation to designing the personalisation of travel planning tools, the hotel can ensure that it is workable for delivery and sensitive to London’s cultural uniqueness.
Conflict Management: There may be problems between regional operational needs and international project requirements. Through utilising the Matrix of RACI, Companies can transparently identify the roles of Informed, Accountable, Responsible, and Consulted (Lee et al. 2021). This benefits to evade 'turf wars' and build the marketing and sales team work in equilibrium despite competition, developing a culture of reciprocal support. This way, the launch of 'StaySmart+' is not perceived to be forced upon the company but is made to feel like a team effort for the London branch. Problem-solving sessions can be conducted to avoid conflicts between tech development and guest services.
[bookmark: _Toc224457067]3. Consultation
Consultation is the process of actively soliciting the opinions of stakeholders (Stewart, 2009). Prior to the six-month rollout, consultations will be done with premium loyalty members and with sustainability auditors. This will ensure that the "StaySmart+" facilities will resonate with the London market's specific requirements for luxury and sustainability. Consultation will permit the project to foster the differences in opinions of stakeholders.
Conflict Management: Conflicts may arise because stakeholders feel that their expertise is not being considered. Through using the Stakeholder Matrix tool, companies would be able to identify "High Power, High Interest" stakeholders and give them a voice to express their views (Sharma, 2026). By giving the IT department, a voice in the incorporation of AI technology into the project at the onset, companies would be able to avoid costly technical hiccups in the future and ensure that experts feel valued and heard. Through seeking expert opinion at the onset of the project, Companies would be able to avoid total failure of the project.
[bookmark: _Toc224457068]4. Commitment
The last phase involves the development of long-term buy-in for the project with all the stakeholders. This involves the development of the value proposition for each of the groups. For the Executive Board, the buy-in will be based on the value proposition of creating differentiation and efficiency, while for the staff, the buy-in will be based on the value proposition of training, which makes their work more manageable and promotes their development as individuals.
Conflict Management: Resistance to change is the most common conflict faced during digital transformation (Slassi-Sennou and Elmouhib, 2025). To manage this, Companies would encourage commitment through appointing 'Change Champions' for the digital transformation project at Marriott London. These are influential staff members who demonstrate the benefits of the change to their colleagues, hence changing the minds of the opponents to become advocates for the project through shared responsibility and commitment. This ensures that the project has the momentum needed for sustainability after the launch. Rewards for the outstanding performance of the staff in using the AI tools will also encourage commitment.
[bookmark: _Toc224457069]The impact of stakeholders’ engagement 
Reduced Project Risks and Delays
Active participation of the stakeholders of Marriott International significantly helps in reducing the risks and delays that are related to the launch of a new service. The fostering of the proactive management of risks by the proper participation of the stakeholders helps in accelerating the decision-making regarding the appropriate progression of the service (Kadenic et al., 2024). The alignment of the organisational strategies with the societal needs is another effective aspect that further assists in uplifting the access to the undertaken project of the hospitality firm. Apart from that, the potential pitfall of the service launching project tentatively contributes to the development of cutting-edge strategies that are beneficial to prevent delays in an effective way.  Furthermore, the establishment of a proper communication network among the workers, uplifting the collaboration among the people of the firm, is beneficial for lowering the project risks over time. 
Improved Market Adoption and Relevance
The effective participation of the management staff and the local partners is effective for the hospitality service provider as it assists in faster adaptation to the emerging trend of the market. Based on the demands of the market, the organisation is able to identify the needs of the people that contribute to the development of tailored services in an efficient way. The inclusion of personalised experiences of the customers with the advanced technological measures significantly helps the company to blend its operations with leisure (Kim and Han, 2022). Based on this aspect, Marriott International is able to ensure that its new line of services satisfies the requirements of the presence of the consumer by considering their specific pain points. Moreover, the launch of the StaySmart+ services with the operations of the company uplifts the reputation of the organisation, which is effective in strengthening its position in the market over time. 
Streamlined Regulatory Approval
The participation of the stakeholders of a company is beneficial to streamline the process of global launch of a new aspect of hospitality service that is integrated with advanced technological aspects. The fostering of a decent level of collaboration with the regulators of the market assists Marriott International in enhancing its service compliance with the safety standards of the administration. In this way, the hospitality service provider is able to determine the prospects of its new service by analysing the experience of the clients during their visit to London. Besides, the minimisation of the communication gap among the regulatory stakeholders, like government bodies and local authorities of the UK, is also effective in getting quick approval of the launch of the service by satisfying the legal requirements (Dinçkol et al., 2023). Apart from that, the active engagement with the industry groups is also essential as it contributes to embedding sustainable ethics within StaySmart+ services, aligning with its safe practices. In this way, the loopholes in the new measure of service can be determined effectively, which tentatively enables the firm to take necessary steps for further refinements of the service over time. 
Customer Loyalty and Insights
The involvement of stakeholders is significant in enhancing customer loyalty and creating valuable insights to be applied by Marriott International. Including the customers, the employee, and the technological partners in the creation of the StaySmart+ services, the organisation can be more aware of the tastes and demands of contemporary travellers. Reviews, customer feedback using digital mediums and loyalty programs enable the company to analyse customer behaviour and determine the improvements that can be made (Apexloyalty, 2024). This will also assist Marriott in developing more individualised and customer-focused services that enhance the experience of the guests. Customers will trust the brand and end up being loyal as they build the perception that their views are significant. As a result, the level of stakeholder involvement will be high, and Marriott will be able to expand its customer relations and maintain its competitive advantage in the hospitality industry. 
Operational Excellence
The stakeholder involvement is also taken to support operational excellence in Marriott International. The cooperation between internal stakeholders like managers, IT teams, and hotel staff will be required to implement the StaySmart+ service successfully (Stayinsmart, 2025). Effective communication and collaboration can be used to make employees realise the project objectives and accustom them to new technologies more easily. Also, the collaboration with other partners and technology suppliers provides the efficient integration of digital systems and innovations in service. The approach is well coordinated to maximise efficiency, minimise operational errors, and ensure service quality. Consequently, good stakeholder communication assists Marriott in delivering its customers with efficient, consistent and high-quality hospitality services.
[bookmark: _Toc224457070]Conclusion and recommendation 
[bookmark: _Toc224457071]Conclusion 
To ensure the application of the "StaySmart+" assistance within Marriott International London, it is essential to have a nuanced and sophisticated approach to associating stakeholders. Through identifying the different requirements of stakeholders, starting from the technical needs of the AI-improved team to the luxury needs of the global traveller, it is feasible to navigate the hurdles of this fast application of the project within a 6-month timeframe.
The use of the 4C’s model will ensure the development of an effective framework to leverage the potential resistance and transform it into active support. This will be achieved through the use of the Communication and Consultation processes, which will ensure the development of the project on the basis of transparency and information sharing, and the use of the Collaboration and Commitment processes, which will ensure the development of the required ownership for the success of the project. As the Project Manager, the role will be to ensure the development of the bridge between the two groups, and the use of theories and models such as the RACI Matrix and the Stakeholder Map will ensure the alignment of the project with the strategic objectives of the company, that is, Marriott. This will ensure the success of the project and the development of the required competitive advantage, which will ensure the success of the "StaySmart+" project on the basis of the high levels of trust, efficiency, and brand consistency in the global hospitality industry.
Recommendation 
To implement the StaySmart+ service successfully, Marriott International should improve its engagement with the stakeholders through communication and cooperation between the organisation and the stakeholders. Meetings and feedback should be conducted in such a way that both internal and external stakeholders are informed on the progress and challenges in the project (Simplystakeholders, 2025). Another investment the organisation must make is staff training in order to enhance the knowledge of the staff on the use of AI-based technologies and digital service systems. This will enable the employees to adjust to the changes in technology and provide improved customer service.
Secondly, Marriott needs to establish close relationships with trusted technology suppliers, so that the integration of the systems and the availability of technical support are without any complications (Matrixbcg, 2025). It is also important that the firm takes the issue of data protection seriously and adheres to the regulations of the same in order to keep the customers on board. The emphasis on cooperation with stakeholders, staffing, and technological stability can help Marriott International to introduce the StaySmart+ services and improve its competitiveness in the hospitality sector.
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