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EXECUTIVE SUMMARY
This report critically analyzes the strategies of stakeholder engagement for the global launch of  StaySmart+ service at the Hilton Birmingham Metropole, one of the parts of Hilton Worldwide Holdings Inc. The projected service encompasses the integration of AI-based guest integration, tailored traveling plans and sustainability-focused features to nurture customer experience and efficient operability across global markets. 
The report starts with a situational analysis of the company implementing the PESTLE and SWOT analysis, with a focus on the key external factors like rapid advancement in technology, demand for tailored services and compliance procedures tied to data protection. Internally, the strong brand reputation and technological competences lay a strong foundation, although challenges like AI adoption and rise in operational costs are substantial.
A detailed stakeholder analysis recognizes both the internal and external stakeholders. Their duties, responsibilities, benefits along with their issues are analyzed critically, backed by stakeholder theory and other prominent models. To effectively manage these stakeholders, frameworks like the Mendelow’s Power-Interest Matrix, the RACI Matrix and structured communication engagement plans are implemented.
The report dives into stakeholder engagement via the 4C’s model with an emphasis on the role of the project manager in positioning the dynamic interests and mitigation of conflict via structured approaches like the Thomas-Kilmann model.
Findings suggest that effective stakeholder engagement is one of the key drivers towards the performance of business, nurturing guest satisfaction, engagement of employees, firm productivity and competitive placement. The report concludes with recommendations that include the institutionalization of stakeholder frameworks, investment in workforce development, solidifying feedback systems, ensuring compliance to ethical AI governance and embracing sustainability partnerships for the achievement of organizational goals.
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1. [bookmark: _Toc227613674]Introduction
[image: Hotel Exterior]The Hilton Birmingham Metropole stands as one of the notable hospitality properties based in the United Kingdom which operates as one of the parts of the Hilton Hotels & Resorts brand, a division of Hilton Worldwide Holdings Inc. with its headquarters in McLean, Virginia. As one of the leading international hospitality companies, Hilton boasts a portfolio of over 26 world-class brands that encompasses more than 9,100 properties and 1.3 million rooms among 143 countries and regions (Woodley, 2025). The company demonstrates one of the most known and established brand name in the context of international hospitality. 
Fig 1: Hilton Birmingham Metropole, NEC Birmingham (Source: Hilton Worldiwde,2026)
The Hilton Birmingham Metropole is one of the largest hotels in England outside London, encompassing 790 rooms and suites with an approximate 6,000 square meters of conference facilities, with its establishment in 1976 (Hilton, 2026). It is located strategically next to the National Exhibition Centre (NEC) operating its 33 flexible functional rooms that accommodate about 2,000 delegates, with a capacity to hold up to 5,000 delegates throughout its entire property, with over 1,800 success conferences being hosted on an annual basis (MiceUK, 2017). With a close vicinity to Birmingham International Airport and Birmingham International Rail Station, it remains one of the prime destinations for local and international travellers. 
With these notable circumstances, the hotel is in preparation to launch StaySmart+, a premium customer experience service that integrates AI-based guest interaction mechanism, tailored travel plans and sustainable facilities. This initiative comes in close alignment with the broader corporate direction of Hilton. Hilton has already implemented an industry-driving technology advancements with a focus on improving guest stay and experiences such as the Hilton AI planner as well as Digital Key Share and automated option for room upgrades (DeBettencourt, 2026). The StaySmart+ initiative is a planned strategy for selective hotels globally within the next six months that requires the careful identification of stakeholders, engagement and management. 
2. [bookmark: _Toc227613675]Company Appraisal: PESTLE, SWOT and SMART Objectives
2.1. [bookmark: _Toc227613676] PESTLE Analysis
A PESTLE analysis makes the identification of external environmental drivers that shape the StaySmart+ launch. Johnson, et al. (2017) argue that this framework has a significant role in contextualizing strategic change within the dynamic broader landscape.
	Components
	Relevant Issues

	Political
	The UK has implemented a pro-innovation, principles-focused approach in the regulation of AI, with regulators like the ICO and CMA to implement AI governance principles within the current law with possible projected rules that are not yet legislated (Owens, et al., 2023). 

	Economic
	Since April 2026, the National Living Wate has increased to £12.71/ hr. which is a 4.1% increase in wage rates for 18-20 age group which showcases £1.4b in additional costs for hospitality sectors (UKHospitality, 2025).

	Social
	Research demonstrates that 75% of guests are appreciative of tailored services that in-turn increases the loyalty of brand (Patov, 2024). This directly justifies the personalizing goal of StaySmart+.

	Technological
	The global estimated value of AI is $391b in 2025, with projections to reach around $1.81 trillion by 2030. The UK attracts an estimated £4.5 billion for the investment in AI by the end of 2025 (Fourrage, 2025).

	Legal
	The compliance to GDPR is essential. Only 25% of the industry leaders believe that their firms are well prepared to comply with the governance of AI and the risks of data which makes the robust management of data significant (Chemmanur, 2024).

	Environmental
	The Hilton Birmingham Metropole mitigates carbon emissions and operates a combined heated power unit ensuring that no wastages move to landfills (Otley, 2022). These are the foundations on which the sustainability goals of StaySmart+ will be achieved.



Table 1: PESTLE Analysis for Hilton
2.2. [bookmark: _Toc227613677] SWOT Analysis
The SWOT analysis has a direct cross reference with the PESTLE findings that are consistent with the integrated approach as suggested by Pickton & Wright (1998). This ensures that the recognized external factors are reflective of the internal strategic analysis of the Hilton Birmingham Metropole.
	
	Helpful 
	Harmful

	Internal
	Strengths
	Weaknesses

	
	A globally recognized brand and Hilton Honors loyalty programmer with around 250m existing members. (Technological)

Possesses industry-leading MICE credentials hosting above 1,800 conferences on an annual basis. (Social)
	The payroll exceeds 30% of the total revenue which amplifies the exposure to wage costs. (Economic)

Potential resistance of staff towards AI-based role changes. (Social)


	External
	Opportunities
	Threats

	
	Rapidly expanding AI hospitality market. (Technological)

Growth in demand for tailored sustainable guest experiences. (Social)
	Rise in NIC Costs and National Living Wage adding £1.4b sector-wide. (Economic/ Political)

Intense competition from rivals such as Marriott investing $1-1.2b in AI. (Technological)


Table 2: SWOT Analysis for Hilton
2.3. [bookmark: _Toc227613678] SMART Objectives for StaySmart+
The SMART objectives below define the outcomes goals for the StaySmart+ project:
	Criterion
	Objective

	(S)pecific
	Launch StaySmart+ that integrates AI guest interaction, tailored travel plans and sustainable facilities encompassing eco-transport, local farm sourcing and low-impact laundry services monitored via the app.

	(M)easurable
	Achieve a 15% improvement in guest satisfaction scores within the next 6 months and ensure 90% of stakeholders report active engagement throughout the lifecycle of project.

	(A)chievable
	Optimize the current Connected Room infrastructure of Hilton ecosystem to avoid the need to new system.

	(R)elevant
	Address the rise in labor costs via AI automation, ensuring that StaySmart+ delivers operational efficiency and differentiation of brand.

	(T)ime-bound
	Complete stakeholder planning by the 2nd month, system integration and staff training by 4th month and full launch by 6th month. Formal performance review to be done on the 3-month midpoint.


Table 3: SMART Objectives for StaySmart+
3. [bookmark: _Toc227613679]Identification and Categorization of Key Stakeholders
3.1. [bookmark: _Toc227613680] Stakeholder Identification
The identification of stakeholders is one of the foundational steps in any project. Stakeholder refers to any individual or group who affects or is affected by the achievement of organizational objectives (Freeman, 2010). For the StaySmart+ launch at the Hilton Birmingham Metropole, stakeholders fall within the internal and external categories having specific levels of influence on the project outcome.
3.2. [bookmark: _Toc227613681] Internal Stakeholders
The internal stakeholders as the name suggests work within the company and has a direct effect on the StaySmart+ project. Mendelow (1991) in his proceeding argues that the power and interest of internal stakeholder is essential in the effective governance of project.
The senior leadership team has the highest strategic power who approves budgets and ensures that they are corporate aligned. The project management team is reponsible for the coordination of all workstreams and overviews timelines within the six-month period of project delivery. The product development and the IT team builds and integrates AI tools with Connected Room technology. The marketing and sales department are responsible for developing the narrative of brand and facilitates guest adoption after project launch. The human resource department is responsible for the management of staff training and tackles the workforce issues revolving the adoption of AI. Moreover, the front office staff such as receptions, housekeeping and food & beverage team interact with StaySmart+ on a daily basis.
3.3. [bookmark: _Toc227613682] External Stakeholders
The external stakeholders make their operations external to the organization yet have a significant influence on the StaySmart+ initiative. The customers and guests are the main beneficiaries and the true measure towards the success of service. Technology and AI suppliers supply the infrastructure needed for the AI-powered infrastructure. Regulatory and compliance agents, specifically the Information Commissioner’s Office (ICO) makes sure that there is compliance to GDPR across data processing of guest data. Investors and shareholders keep an eye on the financial return on the ROI of the project. Local community and sustainability partners like Newlands Bishop Farm for local food sourcing, eco-laundry providers for low-temperature washing services and electronic transport providers for guest travel are also relevant to fulfill the StaySmart+ sustainability goals, with their performances monitored through app-enabled data analytics.
3.4. [bookmark: _Toc227613683] Stakeholder Categorization
Mitchell, et al., (1998) in their book suggests the categorization of stakeholders on the basis of power, legitimacy and urgency. Implementing this prominennce model, the senior authority, regulatory agent and the technology suppliers have the utmost prominence. Guests have higher sense of urgency and legitimacy as the “beneficiaries”. While the local partners do have legitimacy, they relatively possess lower power to make decisions.
4. [bookmark: _Toc227613684]Roles, Responsibilities, Benefits and Challenges of Key Stakeholders
The effective identification of the roles and responsibilities of the stakeholders is essential in driving the successful delivery of any project. Improper planning, deprived project management competence and conflict among the stakeholders are the major concerns that lead to delays and failure of projects (Muzorewa, 2024). Within the hospitality industry, the alignment of stakeholders with the objectives of project is essential to sustain the legitimacy and performance of an organization (Barakat & Wada, 2021).
The senior leadership team has the responsibility to drive strategic direction of the company, approve the budget for StaySmart+ and ensure that the alignment of project with the broader corporate scope and vision of Hilton. Their primary benefit to the project is authoritative control and the allocation of resources. However, they might face a backlash when it comes to balancing the financial investment needed against the rising operational costs as per the PESTLE analysis. The project management team has a key responsibility to ensure coordination between workstreams, managing the timeline of the project and acting as the pivotal communication hub amidst the stakeholders. Their key challenge rests on the maintenance of alignment between diverse internal and external entities throughout the six-month period.  The product development and IT team is responsible for designing, running tests and integrating the AI mechanisms, i.e., the Connected Room Systems and tailored platforms spanning the StaySmart+ service. Although they bring immaculate technical expertise to the table, they face the challenge to ensure GDPR-adherence towards the management of data and seamless system integration across cross-border properties. The marketing and sales department are responsible for developing the guest-facing narrative of StaySmart+ service, emphasizing awareness and implementation. Their benefit is brand differentiation. However, they need to outsmart the challenges of AI-driven services with authenticity. The human resources department is responsible for managing the staff training initiatives and address issues driven by the AI-powered change in roles. They face the challenge to minimize resistance towards the change and ensuring the smooth organizational transition to a new system. The frontline operations staff are the daily users of StaySmart+ who provide invaluable insights to the guests. However, they are the group who is most prone to concerns around the displacement of jobs and the implementation of technology.
From an external perspective, the guests are the primary beneficiaries who are responsible for providing feedback in real time that molds the refinement of service. However, their diverse cultural expectations in the global markets pose engagement issues. Technology and AI suppliers supply the infrastructure that undermines StaySmart+. However, they pose challenges when it comes to dependency on vendors and flexibility on contracts. Regulatory agents like the ICO ensure adherence to legal regulations and bring in legitimacy to the project while requiring ongoing attention from governmental bodies. The investors and shareholders nurtures financial confidence, yet many challenges arise when it comes to the pace of return on investments. The local community and sustainability partners boost the social license of the hotel in terms of operation. However, the main issue lies in the coordination of their involvement across a 6-month timeline which requires rigid management.
5. [bookmark: _Toc227613685]Framework Implementation: Stakeholder Matrix, RACI Matrix and Engagement/ Communication Plan
5.1. [bookmark: _Toc227613686] Stakeholder Matrix/ Map
The stakeholder map implements Mendelow’s Power-interest Matrix for plotting all the essential StaySmart+ stakeholders amidst its four quadrants. It provides the project manager with a visual tool that allows them to prioritize engagement decisions. Mapping stakeholders on the basis of their power and influence allows project managers to strategically allocate fixed time and resources. 
Stakeholders assigned in the ‘manage closely’ quadrant involve the senior leadership, the project management team and the IT and product development team who have high power and greater interest in the StaySmart+ service. Stakeholders within this quadrant needs to be proactively engaged, carry out decision-making activities and updated on a frequent basis in the six-month interval.
The marketing and sales department along with the human resources team are assigned to the ‘keep informed’ quadrant. They showcase high interest yet have relatively less decision-making power. They need regular communication to stay aligned with governance responsibilities.
The investors, shareholders, regulatory agents and technological vendors cover the ‘keep satisfied’ quadrant demonstrating considerable influence over the financial and legal viability of the project. with lower daily interest in the details of organizational operations.
[image: ]The frontline staff and community partners are assigned to the ‘monitor’ quadrant which reflects a lower influence and interest.. However, it should be noted that their operational importance plays a huge role during StaySmart+ service implementation.
Fig 2: Stakeholder Power-Interest Matrix for StaySmart+ (Adapted from Mandalow,1991)
5.2. [bookmark: _Toc227613687] The RACI Matrix
The RACI matrix provides a concrete assignment of roles spanning the 6 significant project activities. It defines who is Responsible, Accountable, Consulted and Informed for each of the tasks in the project. The RACI matrix is one of the fundamental accountable frameworks in the contest of complex, multi-stakeholder involved projects that prevent the ambiguity of roles and reduces the risks of conflict that stem from indistinct ownerships (PMI, 2020).

	Project Activity
	Senior Leadership
	Project Management
	IT & Product Development
	Marketing & Sales
	HR
	Tech Vendors
	Regulatory Bodies

	Project Planning & Approval
	A
	R
	C
	C
	C
	-
	I

	AI System Design & Integration
	I
	A
	R
	-
	-
	C
	C

	Staff Training & Change Management
	I
	C
	-
	-
	R
	A
	-

	Marketing & Guest Communications
	I
	A
	-
	R
	-
	-
	-

	GDPR & Regulatory Compliance
	A
	C
	R
	-
	-
	-
	C

	Service Launch & Evaluation
	A
	R
	C
	C
	I
	I
	-


	
	Responsible

	
	Accountable

	
	Consulted

	
	Informed


Table 4: RACI Matrix for StaySmart+ Project (Adapted from Project Management Institute Inc., 2021)









5.3. [bookmark: _Toc227613688] Engagement and Communication Plan
	Stakeholder
	Engagement Strategy
	Communication Method
	Frequency
	Owner

	Senior Leadership
	Manage closely. Involve in key decisions.
	Executive briefings, steering committee
	Monthly
	Project Manager

	IT & Product Development
	Collaborative actively on design sprints.
	Weekly stand-ups, project dashboard
	Weekly
	Project Manager

	Marketing & Sales
	Inform and consult on guest messaging.
	Team meetings, campaign briefs
	Bi-weekly
	Project Manager

	Human Resources
	Consult on training and change management.
	HR workshops, internal newsletter
	Bi-weekly
	HR Director

	Frontline Staff
	Involve in pilot testing and change management.
	Team briefings, feedback sessions
	Monthly
	HR Director

	Guests & Customers
	Gather feedback via Hilton Honors app.
	Surveys, in-app messaging, reviews
	Ongoing
	Marketing

	Tech & AI Vendors
	Collaborate on system delivery milestones.
	Contact reviews, technical meetings
	Bi-weekly
	IT Lead

	Regulatory Bodies
	Ensure GDPR compliance, keep informed.
	Compliance reports, formal submissions
	Quarterly
	Senior Leadership

	Investors & Shareholders
	Keep satisfied, update on ROI progress.
	Investor reports, performance updates
	Quarterly
	Senior Leadership


Table 5: StaySmart+ Stakeholder Engagement and Communication Plan
6. [bookmark: _Toc227613689]The Stakeholder Engagement Process and Conflict Management
6.1. [bookmark: _Toc227613690] The Role of Project Manager
As the project manager for the StaySmart+ initiative, the main responsibility is to make sure that all stakeholders are engaged, informed and associated to the six-month delivery timeframe in a concrete manner. The role of the project manager in terms of stakeholder engagement involves identification, analysis, planning, execution and monitoring of interactions for each of the involved stakeholders (PMI, 2020). These functions are not passive administrative in nature but needs substantial active leadership, cultural compassion amidst global markets and the ability to identify interests and influences without causing any alterations to the objectives of the project. The management of stakeholder anticipations via appropriate timely communication has a significant impact on the overall success of the project which includes the identification of vital stakeholders, an understanding of their needs and maintenance of open lines of communication throughout the entire lifecycle of project.
6.2. [bookmark: _Toc227613691]Applying the 4C’s Model
The 4C’s model, i.e., Communication, Consultation, Collaboration and Commitment is a structured practical framework for the operationality of engagement for stakeholders within the StaySmart+ project. The 4C’s model sets a framework for the effective management of relationships (InstituteProjectManagement, 2025). 
Communication stands as the cornerstone of the entire process of engagement. As a project manager, it is essential to note that there needs to be maintained clear and consistent communication across all stakeholder group from the initiation of project till the post-launch evaluation process. This encompasses personalized messages to all the involved audience, i.e., executive briefings for senior leadership, technical updates for the IT team, reconfiguration of management communications for guest-focused promotional content looked after the marketing department. Push communications like progress reports and updates of milestones are implemented for stakeholders who require communication on a regular basis with indirect involvement and interactive communication channels like steering committee meetings and reviews for design sprints for high authoritative personnel like senior leadership as well as the product development department.
Consultation bridges the expertise, knowledge and queries of crucial stakeholders with project decision-making. In the context of StaySmart+, consultations with the front desk personnel are essential particularly in the system design phase since their daily guest interaction experience gives better insights into practical implementation issues that remains invisible to the IT or leadership teams. Consecutively, regulatory and legal agents within the GDPR compliance workforce make sure that data there is a proper identification and mitigation of governance risks from a proactive approach rather than a reactive one. Kujala, et al., (2022) in their article suggest that genuine consultation rather than token engagement is one of the determinants to build legitimacy in an organization that sustains trust of stakeholders in the long run.
Collaboration is one of the main forms of stakeholder engagement which is set aside for those stakeholders whose active synergy leads to the success of the project. The project manager needs to nurture collaboration between functional teams, technology suppliers and senior leaders during the designing and integration phase of AI. This ensures that all the relevant parties have a sense of ownership in design decisions and accountability when it comes to the delivery of outcomes. Stakeholder engagement and knowledge management have a strong positive impact on sustainable practices within the domain of project management (Bernat, et al., 2023). This hints that collaborative sharing of knowledge between internal and external parties will reinforce the sustainability-focused goals of StaySmart+. Additionally, collaboration with local farms, eco-friendly laundry providers and electronic transport operators that are monitored by StaySmart+ app data analytics helps in attaining sustainability KPIs like reduced CO2 emissions, water consumption and transportation costs which can be reported to relevant stakeholders.
Commitment refers to the project manager’s ability to showcase sustained dedication towards the dynamic needs of stakeholders throughout the lifecycle of project. This encompasses commitments towards communication and acting on consultation feedback. Commitment also demonstrates to the stakeholders that the organization is a trustworthy partner in the long run.
6.3. [bookmark: _Toc227613692]Management of Stakeholder Conflict
Even with concrete engagement planning, conflict among stakeholders arises in multi-party projects. (Thomas & Kilmann, 2012) developed their widely accepted Conflict Mode Instrument that identifies competing, collaborating, compromising, accommodating and avoiding as the five conflict-handling styles. Implementing the Thomas-Kilmann framework sets a structured methodology for conflict resolution between parties, specifically where diverse interests lead to conflicts (Otrakji, et al., 2025).
Within the StaySmart+ project, conflict usually stems from resistance to AI-based role changes among the frontline staff, tensions between the IT teams and tech. suppliers in terms of integration and dissimilarities between marketing and senior leadership in terms of pace whilst launching the service. As the project manager, the recommended style of conflict resolutions is ‘collaborative’ which leads to a win-win situation for all parties. However, a ‘compromising’ approach needs to be implemented when urgent decisions like regulatory compliance deadlines need to be met. Pembi, et al. (2023) in their article suggests that stakeholder conflics if not solved leads to a decline in employee performance and organizational success, hence the ‘avoiding’ style should not be implemented.
7. [bookmark: _Toc227613693]Impact of Stakeholder Engagement on Business Performance and Recommendations
7.1. [bookmark: _Toc227613694] Impact on Business Performance
Effective engagement of stakeholder is much more than a formality of project management. It is in fact one of the key strategic drivers of business results. Structured stakeholder communication within the hospitality industry improves the social legitimacy and reputation of a firm both of which are the significant commercial assets for a global branded property like Hilton Birmingham Metropole (Vrontis, et al., 2022). When implemented rigorously to the deployment of StaySmart+, seamless implementation of stakeholder engagement is projected to return measurable improvements within the performance dimensions of guest satisfaction, operational efficiency and brand competitiveness.
· Guest Satisfaction and Loyalty
The direct impact of StaySmart+ performance will be measured via guest experiences. By capturing the preferences of guests via the Hilton Honors app, responding to feedback in real time and tailoring the delivery of services using AI-driven mechanisms, the hotel is expected to attain the SMART objective of 15% improvement in guest satisfaction metrics within the six months of deployment. 75% of guests appreciate tailored services which in turn increases their loyalty to the hotel brand (Patov, 2024). This suggests that StaySmart+ personalization feature will showcase a tangible effect on repeated visits and Hilton Honors membership growth. Additionally, hospitality and tourism technologies are recognized as some of the significant drivers of competitive advantage and organizational performance. Over 40% of global guests consider contactless features like check-ins through mobiles, mobile keys and AI voice assistants that boosts their hotel experience (Hernandez & Lee, 2025). Therefore, the alignment of StaySmart+ with these changing guest demands directly leads to increased firm profits.
· Operational Efficiency
The improvement of operational outcomes is dependent on the engagement between IT and product development team, technology supplier and frontline staffs as collaborative staff during the design and implementation steps. The fulfillment of the SMART objective to reduce manual service touchpoints by 20% can be achieved since the stakeholder groups have been consulted and their operational capabilities have been instilled into the system design. Digital transformation within the hospitality industry has reflected an improvement in operational efficiency, increased competitiveness and superior business operability (Peng, et al., 2024). Additionally, with the rise in National Insurance Contributions and National Living Wage analyzed within the PESTLE analysis, the savings in operational costs generated by the automation of AI is representative of a direct financial performance which improves the margin resilience of the hotel.
· Employee Performance and Engagement
The stakeholder engagement of HR dimension has a great contribution on the overall performance of the business. The proactive engagement of frontline staff via training, consultation and transparent communication regarding AI roles within StaySmart+ is crucial in the minimization of resistance and maximization of service after service deployment. Empowerment, collaboration and open communication culture nurtures growth in organizational performance with dynamic environments. Consequently, failure in the engagement of staff as stakeholders lead to increased turnover, disengagement and degraded guest services that impacts the business usage for StaySmart+.
· Brand Differentiation and Competitive Positioning
From a strategic perspective, the successful launch of StaySmart+ with stakeholder alignment improves the company’s position as one of the premiums, innovative leaders within the domain of hospitality. Hotels that implement smart technology along with a stakeholder centric strategy have the potential to build agile competitive advantage (Buhalis, et al., 2023). In a competitive landscape where competitors like Marriott invests on AI integration, the quality and pace of StaySmart+ stakeholder engagement process act as the key differentiation in assessing if the service deployment leads to sustained competitive advantage. Hilton can strengthen this advantage by promoting public transport, using energy efficient systems, sourcing locally and tracking environmental performance through the Staysmart+ app.

7.2. [bookmark: _Toc227613695]Recommendations
· The hotel needs to institutionalize stakeholder engagement above the StaySmart+ project by implementing the engagement plan, communication plan and the RACI matrix as a permanent project governance framework.
· The hotel should focus its investment in continuous development of their staff to meet the dynamic skill and competence requirements associated with the delivery of AI-based services.
· The hotel needs to establish a guest feedback loop as one of its permanent operational features after the deployment of StaySmart+ service. The Hilton Honors app data, surveys and other analysis tools can be developed to continuously refine the StaySmart+ services.
· The hotel needs to implement a dedicated data protection and AI compliance analyst to ensure compliance with GDPR, transparent policies and auditing of AI-based interaction tools.
· Partnerships need to be formalized with local eco-transport providers and farms.
· The Staysmart+ app can further be used to provide guests with a personal carbon footprint tracker during their stay along with published sustainability data analytics reports aimed at stakeholders on a quarterly basis. 
7.3. [bookmark: _Toc227613696] Responsibility Management Approach: The 3Ps (People, Planet & Profit)
The responsibility management approach established by (Elkington, 1994) states that companies need to measure their success by balancing the three dimensions of people, planet and profit. For the Staysmart+ initiative, this allows the alignment of stakeholder engagement with sustainable and ethical practices. The “People” dimension emphasizes on guest satisfaction and employee wellbeing, “Planet” focuses on environmental solutions like eco-transport alternatives for guests, low-temperature eco-laundry services and local farm sourcing for reducing CO2 emisisons and transportation costs tracked via StaySmart+ app data analytics while the “Profit” ensures the financial viability of the company in the long run.
8. [bookmark: _Toc227613697]Conclusion
In conclusion, this report showcases that the effective deployment of StaySmart+ at the Hilton Birmingham Metropole is rooted within the effective identification, analysis and engagement of stakeholders at all levels. 
The integration of analytical frameworks like PESTLE and SWOT demonstrates that although external environment posits opportunities via advancement in technology and dynamic customer demands, it also includes regulatory, economic and competitive issues. Internally, the brand reputation and technological infrastructure sustain competitive advantage, yet organizational resistance and constraints on operations need to be managed carefully.
The implementation of frameworks like the Mendelow’s matrix, the RACI matrix and formal communication engagement plan demonstrates that the roles of stakeholders can be emphasized to ensure compliance and accountability. Additionally, the implementation of the 4C’ model nurtures the importance of communication, consultation, collaboration and sustained commitment in maintaining trust and conflict resolution between the stakeholders.
Critically, the report illustrates that the effective engagement of stakeholders improves key performance outcomes like guest satisfaction, employee efficiency, enhanced operability and brand differentiation. However, it also is considerate of ethical concerns, specifically revolving the adoption of AI and privacy of data.
Overall, the StaySmart+ initiative is indicative of a strategic opportunity for Hilton to enhance its position in the international hospitality domain. Its success rests on the ability of the organization to implement stakeholder engagement as a continuous, flexible process that extends beyond the lifecycle of project, ensuring sustainability, innovation and sustained stakeholder value in the long term.
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