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[bookmark: _Toc227786741]Executive Summary

This report analyses engagement in the launch of Hyatt Hotels Corporation’s StaySmart+ service. The project aims to introduce AI-driven guest interaction tools, personalised travel planning, and sustainability-focused services across global hotel locations.
The report identifies key benefits and challenges. It applies relevant frameworks such as SWOT AND PESTLE analysis, Mendelow’s Stakeholder Matrix, and the RACI Matrix to structure stakeholder involvement.
Furthermore, the report critically evaluates stakeholder engagement strategies using the 4C’s model: Communication, Collaboration, Consultation, and Commitment. These elements are essential for reducing conflict, improving trust, and ensuring alignment across diverse global markets.
The findings demonstrate that effective stakeholder engagement improves business performance by increasing efficiency, customer satisfaction, and organisational reputation. However, challenges such as cultural differences, resistance to change, and ethical issues must be carefully managed.
The report concludes with recommendations, including the use of digital collaboration platforms, clear communication strategies, and performance measurement through KPIs. However, challenges such as cultural differences, resistance to change, and ethical issues must be carefully managed.



[bookmark: _Toc227786742]  Introduction
This report focuses on Hyatt Hotels Corporation, one of the leading global hospitality organisations, operating in multiple countries worldwide. The company offers a wide range of services, including luxury, premium, and business accommodation, and is known for its focus on customer experience, innovation, and sustainability.
The hospitality industry is highly competitive and continuously evolving due to technological advancements and changing customer expectations (Tidd and Bessant, 2020). Modern customers expect personalised services, digital convenience, and environmentally sustainable practices. As a result, organisations must adopt innovative solutions to remain competitive.
In response to these trends, Hyatt Hotels Corporation plans to launch a new service called StaySmart+. This service integrates artificial intelligence, personalised travel planning, and sustainability-focused amenities to improve guest experience and operational efficiency (Gronroos, 2007).
The project is expected to be implemented within six months across selected global markets. However, its success depends heavily on effective stakeholder engagement.
Stakeholders such as employees, managers, suppliers, customers, and regulators must be aligned and actively involved.
This report aims to analyse key stakeholders, evaluate engagement strategies, and apply relevant theories and frameworks. It also examines the impact of stakeholder engagement on business performance and provides recommendations for future improvement. This report also aims to demonstrate the importance of stakeholder engagement in achieving sustainable competitive advantage in the hospitality industry.
[bookmark: _Toc227786743]  SWOT and PESTLE analyses
A SWOT and PESTLE analysis is used to assess the internal and external environment of the organisation (Stanford, 2007).
[bookmark: _Toc227786744]   SWOT Analyses
	Factor 
	Description

	Strengths
	Hyatt Hotels Corporation is a global recognised brand with strong experience in international operations and advanced technological infrastructure. These strengths support the successful implementation of innovative services such as StaySmart+. A strong brand reputation also increases stakeholder trust and engagement.

	Weaknesses
	Employees who are not familiar with AI technologies may resist change. Additionally, managing a global rollout across multiple locations may create coordination challenges and operational complexity.

	Opportunities
	There is a growing demand for personalised and sustainable services in the hospitality industry. StaySmart+ can enhance customer satisfaction and provide a strong competitive advantage in global markets.

	Threats
	Potential threats include cybersecurity risks, system failures, and strong competition from other hospitality companies adopting similar technologies. Economic uncertainty may affect customer demand.
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The SWOT analysis shows that Hyatt Hotels Corporation has strong internal capabilities, particularly in terms of brand reputation and technological infrastructure, which support the implementation of StaySmart+. However, internal weaknesses, such as employee resistance and operational complexity, highlight the importance of effective stakeholder engagement.
Without effective engagement strategies, employees may resist adopting new technologies, thereby reducing the service. At the same time, external threats such as cybersecurity risks and competition require collaboration with stakeholders, including IT teams and suppliers, to manage risks effectively. Therefore, stakeholder engagement is essential to maximise opportunities and minimise both internal and external challenges (Dess et al., 2019).

	Factor
	Impact on StaySmart+

	Political
	Government regulations on AI technologies, data protection, and international operations may influence project implementation across different countries.

	Economic
	Economic conditions, such as inflation and changes in travel demand, may affect customer spending and investment in new technologies.

	Social
	Customers increasingly expect personalised, fast, and sustainable services, which support the adoption of StaySmart+.

	Technological
	Rapid advancements in AI and digital technologies create opportunities for innovation but increase dependence on complex systems.

	Legal
	Compliance with laws such as GDPR is essential when handling customer data and using AI systems.

	Environmental
	Growing focus on sustainability encourages the use of eco-friendly solutions and energy-efficient operations.
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The PESTLE analysis highlights that external environmental factors significantly influence stakeholder expectations and project implementation. Political and legal factors, particularly data protection regulations, require organisations to engage closely with regulators to ensure compliance.
Economic conditions may affect investment decisions and customer demand, making it important to involve financial stakeholders in planning. Social trends, such as demand for personalised and sustainable services, emphasise the need to engage customers in service design.
Technological and environmental factors also require collaboration with IT teams and suppliers to ensure innovation and sustainability. Overall, the analysis demonstrates that effective stakeholder engagement is essential to respond to external pressures and ensure the successful implementation of the StaySmart+ service (Crane et al., 2019).

[bookmark: _Toc227786747]Stakeholder Identification
[bookmark: _Toc227786748]Internal Stakeholders
	Stakeholder
	Role
	Importance

	Senior
Management
	Make strategic decisions, approve budgets, and ensure alignment with organisational goals
	Provides leadership, direction, and financial support essential for project success

	Project
Manager
	Coordinates project activities, manages timelines, and ensures communication between stakeholders
	Maintains project alignment, reduces delays, and ensures smooth implementation

	IT Department
	Develops and implements AI systems, digital platforms, and guest interaction tools
	Enables innovation and supports the technological development of the service

	HR Department
	Provides training and supports change management for employees
	Reduces resistance to change and improves staff performance

	Marketing
Team
	Promotes the StaySmart+ service and communicates its value to customers
	Increases awareness, customer engagement, and service adoption

	Hotel Staff
	Delivers the service directly to customers
	Ensure service quality and customer satisfaction
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	Stakeholder
	Role
	Importance

	Customers
(Guests)
	Use the service and provide feedback
	Influence service design, satisfaction, and long-term success

	Technology
Suppliers
	Provide AI systems and digital infrastructure
	Ensure system functionality and support 

	Travel Partners
	Promote the service in global markets
	Expand market reach and increase bookings

	Local 
Communities
	Affected by business operations and sustainability initiatives
	Influence the company’s reputation and social responsibility

	Government & Regulators
	Ensure compliance with laws and regulations
	Maintain legal compliance, especially regarding AI and data protection
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Stakeholders are individuals or groups who can influence or are affected by a project’s success (Freeman, 1984; Lindgreen, 2019). In the case of the StaySmart+ service at Hyatt Hotels Corporation, both internal and external stakeholders play a critical role.
Internal stakeholders are responsible for planning and implementation, ensuring that the project is delivered efficiently. In contrast, external stakeholders influence market acceptance, reputation, and long-term success. Therefore, effective stakeholder identification allows the organisation to prioritise engagement strategies, minimise risks, and ensure that all stakeholder interests are aligned with project objectives (Bryson, 2018). 
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	Stakeholder
	Role & Responsibilities
	Benefits
	Challenges

	Senior Management
	Responsible for strategic decision-making, approving budgets, and ensuring the project aligns with organisational goals
	Provides leadership, financial support, and clear direction for the project
	May create pressure for quick results, increasing risks and affecting decision-making

	Project
Manager
	Plans, organises, and manages all project activities, including timeline, resources, and communication
	Improves coordination, ensures alignment, and supports project delivery
	Manages conflicting stakeholder interests, communication issues, and unexpected risks

	IT Department
	Designs and implements AI- driven systems, including digital platforms and guest interaction tools
	Supports innovation, improves efficiency, and enables digital transformation
	Faces system failures, integration issues, and cybersecurity risks (Shafique and Gabriel, 2022)

	HR Department
	Provides staff training and supports change management processes
	Reduces resistance to change and improves employee performance
	Requires time, financial resources, and continuous support for training programmes

	Customers
(Guests)
	Use the service and provide feedback on performance and quality
	Improve service design, increase satisfaction, and support business growth
	High expectations and concerns about data privacy

	Technology
Suppliers
	Provide systems, infrastructure and technical support for implementation
	Enable innovation and ensure system functionality
	Dependency risks, delays, and potential technical failures
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Each stakeholder contributes significant value to the StaySmart+ project through expertise, resources, and support. However, they also introduce potential risks and challenges, such as resistance to change, technical issues, and conflicting interests.
Therefore, effective stakeholder management is essential to balance these factors, reduce risks, and ensure successful project implementation (Hristov and Appolloni, 2022; Westerman et al., 2020).

[bookmark: _Toc227786753] Frameworks and Models
[bookmark: _Toc227786754] Mendelow’s Stakeholder Matrix (Power-Interest Grid)

This model shows how stakeholders are grouped based on their power and interest in the project at Hyatt Hotels Corporation.
	Power/ Interest Level
	Stakeholders

	High Power/ High Interest
	Senior Management, Project Manager

	High Power/ Low Interest
	Investors, Regulators

	High Power/ High Interest
	Customers, Employees

	High Power/ Low Interest
	General Public



This strategy helps organise stakeholders depending on how much they care about the project and how much influence they have. Management and other important stakeholders must be managed closely because they can directly affect the success of the project. Other stakeholders need to be kept informed or monitored regularly to make sure everything runs smoothly.
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Responsible (R), Accountable (A), Consulted (C), and Informed (I)
	Task
	R (Responsible)
	A
(Accountable)
	C (Consulted)
	I (Informed)

	AI Development
	IT Team
	Project Manager
	Suppliers
	Management

	Marketing
	Marketing Team
	Project Manager
	Sales Team
	Customers

	Training
	HR Department
	Project Manager
	Managers
	Staff

	Implementation
	Operations
	Senior Management
	All Teams
	Stakeholders



The RACI model makes it clear who is responsible for each task. This helps reduce confusion, improve communications, and ensure that everyone understands their role in the project.
	Stakeholder
	Method
	Frequency
	Purpose

	Employees
	Meetings, Training
	Weekly
	Updates and skill development

	Management
	Reports, Presentations
	Monthly
	Strategic decisions

	Customers
	Mobile apps, Emails
	Ongoing
	Feedback and engagement

	Suppliers
	Emails, Meetings
	Bi-weekly
	Coordination

	Regulators
	Reports
	As required
	Compliance



A well-structured communication plan ensures that stakeholders receive the right information at the right time (Burke, 2013). Employee engagement and training are essential to reduce resistance to change and improve organisational performance (Westerman et al., 2020).
This improves transparency, reduces misunderstandings, and supports better collaboration between stakeholders. It also helps build trust between stakeholders and improves overall project efficiency.
[bookmark: _Toc227786756]Critical Analysis
These frameworks work together to improve stakeholder management. Mendelow’s matrix helps identify and prioritise stakeholders, while the RACI model clearly defines roles and responsibilities. The communication plan ensures that information flows effectively between all stakeholders.
Together, these tools reduce conflict, improve teamwork, and support better decision-making. By using these models, the project manager can ensure that all stakeholders are aligned with project goals and contribute to the successful implementation of StaySmart+.

[bookmark: _Toc227786757] Stakeholder Engagement Using the 4C’s Model
Effective stakeholder engagement is a continuous and structured process that plays a critical role in the successful implementation of the StaySmart+ service at Hyatt Hotels Corporation (Westerman et al., 2020).
As the Project Manager, it is essential to apply a strategic approach that ensures all stakeholders are actively involved, aligned with project objectives, and motivated to contribute to project success. One of the most effective frameworks for achieving this is the 4C’s model, which includes Communication, Consultation, Collaboration, and Commitment.  (Kujala et al., 2023)

[bookmark: _Toc227786758]Consultation
Consultation involves actively engaging stakeholders in decision-making processes.
This is particularly important in projects that involve technological change, as stakeholders may have different perspectives and expectations.
In the StaySmart+ project, consultation can be implemented through surveys, feedback sessions, and workshops. Employees can be consulted about system usability and training needs, while customers can provide feedback on personalised services and digital platforms. Regulators can also be consulted to ensure compliance with legal requirements, particularly regarding data protection and AI usage.
Critically, consultation improves decision-making by incorporating diverse perspectives, while increasing the quality and relevance of project outcomes. However, consultation can also create challenges, such as conflicting opinions and slower decision-making processes.
To manage these challenges, the project manager must prioritise stakeholder input based on their level of power and interest, using tools such as Mendelow’s matrix.
Additionally, clear communication about how decisions are made can reduce dissatisfaction and improve stakeholder trust.
[bookmark: _Toc227786759]Collaboration
Collaboration focuses on building strong relationships and encouraging stakeholders to work together towards shared goals. In a complex project like StaySmart+, collaboration is essential due to the involvement of multiple departments and external partners.
For example, the IT department must collaborate with technology suppliers to ensure that AI systems are properly developed and integrated. At the same time, marketing teams must work with operations staff to ensure the service is effectively delivered and meets customer expectations. Cross-functional teams and shared digital platforms can support collaboration by improving coordination and information sharing.
From a critical perspective, collaboration enhances innovation, improves problem-solving, and increases efficiency. However, it can also pose challenges, such as communication barriers, cultural differences, and conflicting priorities between departments.
To address these issues, the project manager should promote open communication, define clear roles using tools such as the RACI matrix, and focus on shared project objectives. Encouraging mutual respect and teamwork is essential to ensure that collaboration leads to positive outcomes rather than conflict.
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Commitment refers to the level of stakeholder support and dedication to the project. It is a key factor in determining whether the project will be successfully implemented and sustained in the long term.
In the StaySmart+ project, commitment can be achieved by clearly communicating the benefits of the service to stakeholders. Employees need to understand how AI technologies will support their work rather than replace it, while customers should see the value of personalised services. Providing training, support, and recognition can also increase stakeholder commitment.
From a critical perspective, achieving commitment can be challenging, particularly when stakeholders perceive risks or uncertainty. Resistance to change is common, especially when new technologies are introduced. If stakeholders do not trust the project, they may not fully engage, which can negatively impact performance.
To overcome this, the project manager must build trust through transparency, demonstrate early successes, and maintain continuous engagement. Strong commitment also supports conflict resolution, as stakeholders who are committed to shared goals are more willing to cooperate and find solutions.
[bookmark: _Toc227786761]Critical Analysis
The 4C’s model demonstrates that shareholder engagement is not a one-time activity but a continuous and dynamic process. Communication ensures transparency, consultation improves decision-making, collaboration enhances teamwork, and commitment drives long-term success.
However, each element also presents challenges, including communication barriers, conflicting stakeholder interests, and resistance to change. Therefore, the project manager must actively manage these challenges through structured strategies, stakeholder prioritisation, and continuous engagement.
By effectively applying the 4C’s model, the StaySmart+ project can strengthen stakeholder relationships, reduce conflict, and improve overall performance, increasing the likelihood of successful implementation across diverse global markets.
[bookmark: _Toc227786762] How Stakeholder Engagement Affects Business Performance
Engaging stakeholders effectively plays a key role in enhancing business performance, especially on large initiatives such as the deployment of the StaySmart+ service at Hyatt Hotels Corporation (Nursida et al., 2025). Organisations can improve productivity, customer happiness, brand reputation, and risk management by actively involving stakeholders throughout the project lifecycle.
First, getting stakeholders involved makes operations far more efficient. When stakeholders know exactly what their roles and duties are, things can be done more efficiently by the IT team, and suppliers make sure that AI systems are built and put into use on time. Tools like the RACI matrix also help clarify who is responsible for what, which cuts down on confusion and work that is done twice. Because of this, projects are more likely to be finished on time and within budget. On the other hand, inadequate stakeholder engagement can cause misconceptions, delays, and inefficiencies, which can hurt overall performance.
Second, good interaction makes customers happier, which is a critical performance factor in the hotel business (Kotler et al., 2016). Hyatt may learn more about what consumers want and anticipate by getting them involved in the creation of the StaySmart+ service. For example, user feedback can help make tailored services and digital platforms better.
This makes the consumer experience more personalised, which makes them happier and more loyal. Also, happy clients are more likely to come back and tell other people about the service, which helps the business in the long run. But if clients aren’t properly engaged, the service might not live up to their expectations, which could lead to unhappiness and a bad review.
Another key effect of getting stakeholders involved is that it can increase the reputation of a brand. People think that companies that actively engage with their stakeholders are more open, responsible, and focused on their customers. Hyatt shows that it cares about doing the right thing and being environmentally friendly by working with people, including local communities, authorities, and customers. This builds trust and improves the company’s image in the worldwide market. A good brand reputation not only brings in more customers, but it also makes business partners and investors happier. But inadequate participation, especially when it comes to things like data privacy or environmental responsibility, can hurt your brand and make stakeholders less trusting.
Stakeholder participation also has a big effect on risk management, which is another important topic. When businesses involve stakeholders, they can find possible hazards early and come up with ways to lessen them. For instance, working with IT teams and technology providers can assist in finding cybersecurity issues that come with AI systems. Consulting with regulators also makes sure that you follow the law, which lowers the chance of getting in trouble with the law or facing penalties. Employees might also point out technologies. By getting stakeholders involved in risk management, businesses can make decisions more easily and with less risk. On the other hand, not being involved might lead to unexpected risks that can cause a project to fail pr cost money.
From a critical point of view, including stakeholders has both pros and cons. It can be hard and take a lot of effort to manage several stakeholders who have various interests.
There may be conflicts between stakeholders, like when management wants to save costs and employees are worried about their workload. Also, getting stakeholders from different cultures and countries involved may make it harder to communicate. So, established frameworks and techniques must be used to carefully manage stakeholder participation.

[bookmark: _Toc227786763]Critical Analysis:
By making things go more smoothly, making customers happier, boosting the company’s reputation, and lowering risks, engaging stakeholders directly affects business success. But it only works if the project manager can keep everyone happy, handle issues, and make sure that communication is always open. When done right, getting stakeholders involved is a critical factor in the success of an organisation and its long-term competitiveness in the global hospitality business.
In addition, stakeholder engagement supports long- term business sustainability by improving trust and organisational reputation. Companies that actively involve stakeholders are more likely to adapt to market change and maintain a competitive advantage.

[bookmark: _Toc227786764] Recommendations
To ensure the successful implementation of the StaySmart+ service at Hyatt Hotels Corporation, several strategic recommendations can improve stakeholder engagement and overall business performance.
Firstly, the organisation should invest in digital collaboration tools to improve communication and coordination between stakeholders. Platforms such as project management systems and shared digital dashboards can facilitate real-time information sharing, reduce delays, and enhance transparency. This is particularly important in a global project where teams are in different regions.
Secondly, communication strategies should be improved to ensure that all stakeholders receive clear, consistent, and relevant information.
Communication should be two-way, allowing stakeholders to provide feedback and express concerns. Tailoring communication methods to different stakeholder groups, such as employees, customers, and management, can increase engagement and reduce misunderstandings.
Another key recommendation is to provide continuous employee training and support. As the StaySmart+ service involves AI technologies, employees must be equipped with the necessary skills and knowledge to adapt to new systems. Training programmes ensure that employees feel confident and capable of using technologies.
Furthermore, the organisation should use key performance indicators (KPIs) to measure stakeholder engagement. Metrics such as employee satisfaction, customer feedback, and project completion rates can help evaluate the effectiveness of engagement strategies. This allows the organisation to identify areas for improvement and make data-driven decisions.
Finally, strengthening feedback systems is essential to ensure continuous improvement. Regular surveys, feedback tools, and stakeholder consultations can provide valuable insights into stakeholder needs and expectations. This supports better decision-making and enhances service quality.
Overall, these recommendations aim to improve communication, increase stakeholder involvement, and support the successful implementation of the StaySmart+ service.
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The StaySmart+ project demonstrates the critical importance of stakeholder engagement in achieving successful project outcomes within Hyatt Hotels Corporation.
By applying key frameworks such as Mendelow’s stakeholder matrix, the RACI model, and the 4C’s approach, organisations can improve communication, collaboration, and trust among stakeholders (Hristov and Appolloni, 2022).
Effective stakeholder engagement contributes directly to improved business performance by increasing operational efficiency, enhancing customer satisfaction, and strengthening organisational reputation. Engaging stakeholders throughout the project lifecycle ensures that their needs and expectations are considered, leading to better decision-making and reduced risk. 
However, the report also highlights that stakeholder engagement presents several challenges, including resistance to change, conflicting stakeholder interests, and ethical concerns related to data privacy and the use of AI technologies. These challenges require careful management through clear communication, structured strategies, and continuous stakeholder involvement.
In conclusion, stakeholder engagement is not a one-time activity but an ongoing process that is essential for long-term success. By prioritising stakeholder relationships and applying appropriate engagement strategies, organisations can ensure the successful implementation of innovative services such as StaySmart+ in a competitive global hospitality environment.
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