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Executive Summary
This report examines stakeholder engagement strategies for the implementation of StaySmart+ within Marriott International. The report identifies key internal and external stakeholders and evaluates their roles, responsibilities, and influence on project success.
It applies strategic frameworks such as SWOT, PESTLE, stakeholder mapping, and the 4C’s model to analyse how stakeholders can be effectively engaged across global markets. The findings highlight that strong stakeholder engagement improves customer satisfaction, operational efficiency, and competitive advantage.
However, challenges such as resistance to change, cultural differences, and ethical concerns related to data privacy must be addressed. The report concludes that effective communication, collaboration, and ethical practices are essential for successful project implementation. Recommendations are provided to enhance stakeholder engagement and support long-term business performance.
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1) INTRODUCTION 

This report focuses on stakeholder engagement in relation to the launch of a new premium hospitality service known as StaySmart+. The selected organisation for this analysis is Marriott International, one of the largest and most recognised hotel groups globally, with operations in over 130 countries including a strong presence in London and Birmingham. The company is known for its commitment to innovation, customer experience, and global service standards.
StaySmart+ is a strategic initiative designed to enhance guest experience through the integration of artificial intelligence, personalised travel planning, and sustainability-focused services. The system will include smart room technologies, AI-driven customer interaction tools, and environmentally responsible amenities. The rollout is expected to take place within six months across selected international locations.
The purpose of this report is to critically analyse the stakeholders involved in the development and implementation of StaySmart+, and to evaluate the most effective strategies for engaging these stakeholders across diverse cultural and operational contexts. Stakeholder theory (Freeman, 1984) emphasises that organisations must consider the interests of all stakeholders to achieve long-term success, making engagement a critical component of this project.
This report will also apply key frameworks such as SWOT, PESTLE, stakeholder mapping, and the 4C’s model to assess how stakeholder relationships can be effectively managed. Furthermore, it will evaluate the impact of stakeholder engagement on organisational performance and provide recommendations for improving future stakeholder strategies.














2) PROJECT OVERVIEW 
StaySmart+ represents a major innovation within the hospitality industry, combining digital transformation with sustainability and personalised service delivery. The project aims to create a seamless and intelligent guest experience by integrating AI technologies such as chatbots, predictive booking systems, and smart room automation.
The service will allow guests to customise their stay preferences, including room temperature, lighting, and service requests through mobile applications or voice-controlled systems. Additionally, personalised travel recommendations will be generated using AI algorithms based on guest preferences and previous behaviours.
A key component of StaySmart+ is its sustainability focus. The service will introduce energy-efficient systems, eco-friendly amenities, and waste reduction strategies, aligning with growing environmental concerns among consumers.
The implementation of StaySmart+ will require collaboration across multiple departments, including IT, operations, marketing, and external partners such as technology providers and suppliers. Given the global scale of Marriott International, the project must also consider cultural differences, regulatory requirements, and market expectations across different regions.
The success of this project depends heavily on effective stakeholder engagement, as resistance from employees, concerns from customers, or regulatory challenges could impact its adoption. Therefore, a structured approach to stakeholder management is essential to ensure alignment, minimise risks, and achieve the desired outcomes.












3) SITUATIONAL ANALYSIS

SWOT Analysis
		Strengths
	Weaknesses

	Strong global brand reputation
	High implementation costs

	Established customer base
	Staff resistance to AI adoption

	Advanced technological infrastructure
	Complexity of global rollout




		Opportunities
	Threats

	Growing demand for personalised services
	Data privacy concerns

	Expansion of sustainable tourism
	Competition from Hilton and Accor

	Innovation through AI technologies
	Economic uncertainty





The SWOT analysis highlights that while the organisation benefits from strong brand equity and technological capability, it must address internal resistance and cost-related challenges to ensure successful implementation (Johnson, Scholes and Whittington, 2017).

PESTLE Analysis
	Factor
	Impact on StaySmart+

	Political
	Regulations on AI and data protection

	Economic
	Inflation affecting travel demand

	Social
	Increasing demand for personalised experiences

	Technological
	Rapid advancements in AI

	Legal
	GDPR compliance requirements

	Environmental
	Pressure for sustainable practices


The PESTLE framework demonstrates that external factors such as legal regulations and technological advancements significantly influence strategic decision-making (Kotler and Keller, 2016).

SMART Objectives
· Increase customer satisfaction by 20% within 6 months 
· Implement StaySmart+ in 50 global hotels 
· Reduce energy usage by 15% 
· Improve operational efficiency through automation 
SMART objectives ensure that organisational goals are clearly defined and measurable, improving project success rates (Doran, 1981)

4) STAKEHOLDER IDENTIFICATION 

The successful implementation of StaySmart+ within Marriott International depends on the effective identification and categorisation of both internal and external stakeholders. Stakeholders are individuals or groups that can influence or are affected by the project outcomes (Freeman, 1984). From a strategic perspective, stakeholders can also be classified as primary (directly involved in the project) and secondary (indirectly affected), highlighting the complexity of managing diverse interests across global operations.
Internal Stakeholders
Internal stakeholders are directly involved in the organisation and play a critical role in project execution and decision-making processes:
· Senior Management: Responsible for strategic direction and investment decisions. Their high level of power and influence makes them key drivers of project success, as their support ensures alignment with organisational goals and resource allocation. 
· Project Manager: Oversees planning, coordination, and delivery of StaySmart+. This role is essential in balancing stakeholder expectations and ensuring that project objectives are achieved within scope, time, and budget constraints (Project Management Institute, 2021). 
· IT and AI Development Team: Designs and implements the technological components. Their expertise is crucial in enabling innovation and ensuring the technical feasibility of StaySmart+. 
· Operations Team (Hotel Managers and Staff): Responsible for service delivery and daily implementation. Their direct interaction with customers makes them vital in shaping the overall guest experience. 
· Marketing Department: Promotes the service and communicates its value to customers. Their role influences customer perception and adoption of StaySmart+. 
· Human Resources (HR): Manages recruitment, training, and change management. HR plays a key role in ensuring employees are prepared and engaged during the transition. 
External Stakeholders
External stakeholders influence the project indirectly but remain essential to its success:
· Customers/Guests: Primary users of StaySmart+, whose satisfaction determines success. Their expectations and feedback directly influence service design and continuous improvement. 
· Technology Partners: Provide AI systems and digital infrastructure. Their collaboration enables access to advanced technological capabilities and innovation. 
· Suppliers: Deliver sustainable products and amenities, supporting the organisation’s environmental objectives. 
· Government and Regulatory Bodies: Ensure compliance with legal and data protection requirements, particularly in relation to GDPR. 
· Local Communities: Affected by sustainability and operational practices, influencing the organisation’s social responsibility and reputation. 
· Investors/Shareholders: Interested in financial performance and return on investment, influencing strategic decision-making. 
From a stakeholder theory perspective, all these groups must be considered when making decisions, as their interests are interconnected and significantly impact overall project success (Freeman, 1984).



5) ROLES, RESPONSIBILITIES, BENEFITS & CHALLENGES 

Each stakeholder plays a critical role in influencing the success of StaySmart+, as their level of involvement, expertise, and support directly impacts project outcomes. However, differing interests and expectations may create challenges that require careful management (Freeman, 1984).
Internal Stakeholders
Senior Management
Senior management is accountable for approving budgets, setting strategic goals, and ensuring alignment with organisational objectives. Their involvement ensures that the project receives sufficient resources and strategic direction. This contributes to long-term organisational growth and competitive advantage. However, they may face challenges related to risk management and uncertainty regarding return on investment, particularly given the high costs associated with technological innovation.
Project Manager
The project manager coordinates all activities, ensuring timelines, budgets, and stakeholder expectations are met. This role is critical in maintaining communication, facilitating collaboration, and resolving conflicts among stakeholders. Effective project management enhances efficiency and reduces the likelihood of project failure. However, the main challenge lies in balancing competing stakeholder interests across global markets, which can lead to complexity and decision-making difficulties (Project Management Institute, 2021).
IT and AI Team
The IT and AI team is responsible for developing and integrating the systems that power StaySmart+. Their expertise enables innovation and provides the organisation with a competitive edge in a technology-driven market. However, technical complexity, cybersecurity risks, and system integration challenges may affect implementation and require continuous monitoring.
Operations Staff
Frontline employees are responsible for delivering the service to customers, making them essential in shaping customer experience and satisfaction. Their engagement directly impacts service quality and brand perception. While they benefit from skill development and exposure to new technologies, they may resist technological changes due to fear of job displacement or lack of confidence, which could hinder successful adoption.

External Stakeholders
Customers
Customers benefit from enhanced personalisation and convenience, which can improve satisfaction and loyalty. This, in turn, contributes to increased revenue and long-term business success (Kotler and Keller, 2016). However, concerns regarding data privacy and trust in AI systems may affect their willingness to adopt the service.
Technology Partners
Technology partners provide the expertise and infrastructure necessary for implementation, enabling innovation and efficiency. Strong partnerships can enhance service quality and reliability. However, dependency on external providers may create risks related to system failures, data security, and loss of control over key operations.
Suppliers
Suppliers contribute to sustainability goals by providing eco-friendly products and services, supporting the organisation’s environmental strategy. This can enhance brand reputation and appeal to environmentally conscious consumers. However, challenges may include cost pressures, supply chain disruptions, and maintaining consistent quality standards.
Regulators
Regulators ensure compliance with legal frameworks such as GDPR, which is essential for maintaining trust and avoiding legal penalties. While their role supports ethical and lawful operations, regulatory requirements may slow implementation and increase operational costs due to strict compliance measures.




6) STAKEHOLDER ENGAGEMENT FRAMEWORKS & MODELS 

1. Stakeholder Power–Interest Matrix
	Category
	Stakeholders
	Strategy

	High Power / High Interest
	Senior Management, Project Manager
	Manage closely

	High Power / Low Interest
	Investors, Regulators
	Keep satisfied

	Low Power / High Interest
	Employees, Customers
	Keep informed

	Low Power / Low Interest
	Local communities
	Monitor



2. RACI Matrix
	Task
	Responsible
	Accountable
	Consulted
	Informed

	AI Development
	IT Team
	Project Manager
	Tech Partners
	Staff

	Marketing Campaign
	Marketing Team
	Senior Management
	Operations
	Customers

	Staff Training
	HR
	Project Manager
	Hotel Managers
	Employees


		Sustainability Integration




	Suppliers
	Senior Management
	Regulators
	Public


The RACI framework ensures clarity in responsibilities, reducing confusion and improving accountability (Project Management Institute, 2021).

3. Communication Plan
	Stakeholder
	Method
	Frequency
	Purpose

	Employees
	Meetings, Training
	Weekly
	Updates and training

	Customers
	Apps, Emails
	Ongoing
	Engagement and feedback

	Investors
	Reports
	Monthly
	Performance updates

	Regulators
	Formal reports
	Quarterly
	Compliance



Effective communication strengthens trust and reduces resistance to change (Ashcroft, 2017).




7. 4C’s MODEL)
The 4C’s model provides a structured framework for stakeholder engagement.
1. Communication
Clear and transparent communication ensures stakeholders understand project goals and expectations. It also reduces uncertainty and builds trust, which is essential in large-scale organisational change (Ashcroft, 2017).
2. Collaboration
Collaboration encourages shared decision-making and innovation. Cross-functional teamwork enhances problem-solving and increases stakeholder commitment (Christopher, Payne and Ballantyne, 2013).
3. Consultation
Consultation allows stakeholders to provide input before decisions are made. This improves acceptance and ensures that solutions meet stakeholder needs (Freeman, 1984).
4. Commitment
Commitment ensures long-term engagement through training, incentives, and relationship-building. Strong commitment leads to sustained organisational performance (Christopher et al., 2013).















8. IMPACT ON BUSINESS PERFORMANCE & RECOMMENDATIONS 
Impact of Stakeholder Engagement on Business Performance

Effective stakeholder engagement plays a critical role in determining the success of StaySmart+ within Marriott International. When stakeholders are properly managed, informed, and involved, the organisation is more likely to achieve both its strategic and operational objectives.

Positive Impacts
1. Enhanced Customer Satisfaction and Loyalty
Engaging customers throughout the development and implementation of StaySmart+ allows the organisation to tailor services to their preferences. Personalised experiences driven by AI can significantly improve guest satisfaction, leading to increased loyalty and repeat business. In the hospitality industry, customer satisfaction is directly linked to revenue growth and brand reputation.
2. Improved Operational Efficiency
Internal stakeholder engagement, particularly with employees and IT teams, ensures smoother implementation of new technologies. When staff are trained and involved in the process, they are more likely to adopt the system effectively. This leads to improved efficiency, reduced service errors, and enhanced productivity.
3. Stronger Competitive Advantage
By engaging stakeholders such as technology partners and suppliers, the organisation can access innovative solutions and sustainable products. This strengthens its market position against competitors like Hilton and Accor. Effective engagement enables the organisation to differentiate itself through innovation and sustainability.
4. Risk Reduction
Engaging regulators and legal stakeholders ensures compliance with data protection laws and reduces the risk of legal issues. Early consultation helps identify potential risks and allows for proactive management.
Negative Impacts and Challenges
Despite its benefits, stakeholder engagement also presents several challenges.
1. Increased Costs and Resource Demands
Engaging multiple stakeholders across global markets requires significant time, financial investment, and coordination. Training employees, maintaining communication systems, and managing partnerships can increase operational costs.
2. Cultural Differences
Operating in international markets introduces cultural complexities. Stakeholder expectations may vary significantly, making it difficult to implement a standardised engagement strategy.
3. Resistance to Change
Employees may resist new technologies due to fear of job displacement or lack of confidence in using AI systems. Without effective engagement, this resistance can hinder implementation.
4. Ethical and Privacy Concerns
The use of AI and data-driven systems raises ethical issues, particularly around data privacy and transparency. Customers may be hesitant to share personal information, which could limit the effectiveness of StaySmart+.

Ethical Considerations
Ethical stakeholder engagement is essential for maintaining trust and long-term success.
· Data Privacy: The organisation must ensure compliance with GDPR and protect customer data. 
· Transparency: Customers should be informed about how their data is used. 
· Fairness: AI systems must be designed to avoid bias and discrimination. 
· Sustainability: Environmental claims must be genuine and not misleading. 
Failure to address these issues could damage the organisation’s reputation and stakeholder trust. 

Recommendations
To improve stakeholder engagement and maximise business performance, the following recommendations are proposed:
1. Develop a Global Stakeholder Engagement Strategy
A standardised framework should be created, with flexibility to adapt to local cultural and market conditions. This ensures consistency while allowing for regional differences.
2. Invest in Employee Training and Development
Comprehensive training programmes should be implemented to help staff understand and use StaySmart+ effectively. This reduces resistance and improves service quality.
3. Strengthen Communication Channels
The organisation should utilise digital platforms, regular meetings, and feedback systems to maintain continuous communication with stakeholders.
4. Enhance Customer Engagement
Customers should be actively involved through surveys, pilot testing, and feedback tools. This ensures that the service meets their expectations.
5. Ensure Ethical Use of AI
Clear policies should be established to ensure transparency, data protection, and fairness in AI systems. This builds trust and reduces ethical risks.
6. Build Long-Term Partnerships
Strong relationships with suppliers and technology partners should be maintained to ensure reliability and innovation.




9) CONCLUSION 
This report has critically examined the role of stakeholder engagement in the successful implementation of StaySmart+ within Marriott International. The analysis has demonstrated that stakeholder engagement is not only a strategic requirement but also a key driver of organisational performance and competitive advantage.
The identification and categorisation of internal and external stakeholders highlighted the complexity of managing diverse interests across global markets. Each stakeholder group plays a vital role in the success of the project, contributing resources, expertise, and support. However, they also present challenges, including resistance to change, cultural differences, and ethical concerns.
The application of frameworks such as the stakeholder matrix, RACI model, and the 4C’s engagement model provided a structured approach to managing stakeholder relationships. In particular, the 4C’s model emphasised the importance of communication, collaboration, consultation, and commitment in building trust and ensuring alignment.
Furthermore, the evaluation of business performance demonstrated that effective stakeholder engagement can lead to improved customer satisfaction, operational efficiency, and risk management. However, it also highlighted the need to address challenges such as cost, complexity, and ethical considerations.
In conclusion, the success of StaySmart+ depends heavily on the organisation’s ability to engage stakeholders effectively throughout the project lifecycle. By adopting a strategic and ethical approach to stakeholder management, the organisation can enhance its service offering, strengthen its market position, and achieve long-term sustainability.
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