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[bookmark: _Toc227538995]Executive Summary
In this report, the stakeholder engagement is examined concerning the introduction of the StaySmart+ a new AI-based premium service by Hilton Worldwide Holdings Inc. The service is based on customised guest experiences, intelligent technology, and sustainability attributes. It will be rolled out in a group of global hotels of choice in 6 months and therefore clear stakeholder management is vital to success. This report assesses the internal and external environment of Hilton in terms of SWOT and PESTLE analysis. The strong global brand and developed digital capabilities are the strengths, whereas, the implementation costs and complexity of operations are the weaknesses. The opportunities and threats are growing demand of customised and sustainable hospitality services and intense competition and risk of data privacy. The stakeholders identified are key internal stakeholders, including the senior management, IT teams, marketing departments, hotel staff, and external stakeholders, including customers, technology partners, regulators, investors, and the local communities. All of them are crucial to the success of the project, although they can be challenged by conflicting priorities and resource constraints. Report uses the stakeholder theory and models like the Mendelow matrix, RACI model, and communication plans to design engagement. The model of guiding stakeholder involvement and enhancing coordination is the 4C’s model, which includes communication, collaboration, consultation, and commitment. Results indicate that effective stakeholder engagement enhances innovation, customer satisfaction, and business performance but there are other challenges like conflict, cultural differences, and ethical issues. The report concludes that stakeholder engagement needs to be well-organized, ethical, and ongoing to implement the StaySmart+ successfully.
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[bookmark: _Toc227538996]Introduction to the Company
Hilton Worldwide Holdings Inc. is a major international hotel and hospitality organisation with a good international presence. The company was established in 1919 and has grown to become one of the most known brand in the industry (Abilene and Finest, 2023). The Hilton Group has thousands of hotels in various countries and provides a variety of services, including luxury and mid-level and affordable accommodation (Ashcroft, 2017). This enables the company to cater to various kinds of customers such as business travellers, tourists, and families (Aksoy et al., 2022). Its brand is anchored on quality service, innovation and customer experience that is consistent across the properties of the company.
In the UK, Hilton is well established in major cities like London and Birmingham. The reason these are places of interest is the high level of tourism and business in these places (Gashi, Qosja and Liça, 2025). The Hiltons in these cities are aimed at providing premium services and at the same time adjusting to the local customer needs. In an effort to keep up with the dynamic hospitality sector, the company still invests in the modern facilities and digital solutions to make it competitive (Humphreys, 2024). As an illustration, Hilton has initiated the use of technologies to enhance convenience and satisfaction like mobile check-in, digital room keys, and personalised guest services.
Hilton is currently planning to introduce a new upscale service, named StaySmart+. The service will be a blend of artificial intelligence, personalised travel planning, and features that are sustainable (Jain et al., 2024). This is done with a view of maximizing the comfort of guests, maximizing operational efficiency and increasing the competitive edge of the company in both domestic and global markets. It is scheduled to launch the service in some of the world hotels in the next six months.
This report will focus on the stakeholders and the role they will play in the development and successful launch of the StaySmart+. It will center on the effectiveness of stakeholder engagement that can guide Hilton to meet its strategic goals and be successful in the long run.
[bookmark: _Toc227538997]Company Appraisal
Hilton Worldwide Holdings Inc. is a company that deals with a very competitive and dynamic hospitality industry. The internal and external factors should be analysed with the help of SWOT and PESTLE frameworks to determine its current location and its preparedness to the StaySmart+ service (Christopher, Payne, and Ballantyne, 2013).
SWOT Analysis
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Figure 1: Hilton SWOT Analysis
Source: (Kujala et al., 2022)
Strengths: Hilton possesses a number of strengths, which underpin its development and innovation. The company boasts a good worldwide brand and customer loyalty (Krieger, 2025). It has a reputation of quality service and uniformity of standards across its hotels. Hilton is not an exception as it possesses developed digital capabilities, so it is simpler to implement new services such as StaySmart+.
Weaknesses: But there are weaknesses as well. There is a high cost of operation and development by the company particularly when new technology-based services are being implemented (Kujala et al., 2022). It may also be difficult to control the consistency of service quality in various countries. Moreover, new systems staff training can be time and resource consuming.
Opportunities: Hilton has numerous opportunities in the existing market. The wants of customers to stay in personalised and smart hotels are rising (Lécuyer et al., 2024). Sustainability is also gaining a lot of importance and with the aid of StaySmart+, Hilton can be in a position to deliver on these expectations. Customer satisfaction and performance can be enhanced by entering new markets and applying new technology to business.
Threats: Concurrently, Hilton has threats that it needs to take into account. Market share can be influenced by stiff competition by other firms like the Marriott International (Maurer et al., 2022). Data privacy and cybersecurity concerns are also threats associated with using AI systems. Demand could also be affected by economic uncertainty and shifting travel patterns.
PESTLE Analysis
Political factors: The political factors are also crucial in the operations of Hilton. The company has to adhere to various government guidelines in every country, such as tourism and employment policies (Mitchell et al., 2022). Business can be influenced by alterations in policies.
Economic factors: Economic factors too affect performance. Profitability can be influenced by costs of technology investment and world economic conditions. In times of economic slowdown, the demand to travel can be low (Potthoff et al., 2023).
Social factors: Social factors have a role to play in influencing customer expectations. Visitors are now seeking customised, convenient, and environmentally friendly services (Raghunathan and Liu, 2025). To remain competitive, Hilton will have to address such evolving needs.
Technological factors: StaySmart+ is very relevant to technological factors. The development of artificial intelligence and digital tools opens opportunities and demands constant investment and upgrades.
Legal factors: Legislation such as protection and privacy laws must be taken into consideration when utilizing customer data (Wang, Yang and Deng, 2025). Hilton also needs to be compliant to prevent litigations.
Environmental factors: Environmental factors are also important. Sustainability pressure is on the increase. The emphasis on the environmentally-friendly services offered by Hilton can enhance the brand image of this corporation and help to gain more customers.
[bookmark: _Toc227538998]Key Internal and External Stakeholders
The implementation of StaySmart+ by Hilton Worldwide Holdings Inc. will be successful when various stakeholders are involved (Abilene and Finest, 2023). These stakeholders can be classified into internal and external. All these groups are significant in the development, implementation and success of the new service in both local and international markets.
Internal Stakeholders
Internal stakeholders are people and groups within the organisation who partake directly in the project (Ashcroft, 2017). One of the most significant groups is the senior management since they make major decisions, strategic direction, and approve of budgets. StaySmart+ will not succeed without their support. The product development team will be in charge of the design and development of StaySmart+ service (Kujala et al., 2022). They make sure that the features are customer responsive and within the Hilton brand standards. The IT and AI experts also have their role, since they create and operate the technology systems of the service. Their work makes the system reliable, secure and efficient. The marketing and sales team will be involved in marketing the new service and getting customers. They develop campaigns, brand management and inform various markets of the value of StaySmart+ (Maurer et al., 2022). The operations managers and frontline staff of the hotel are also significant as they are the ones that provide the actual service to the visitors.
External Stakeholders
External stakeholders refer to parties outside the organisation that are influenced by the project or have interest in the project (Christopher, Payne, and Ballantyne, 2013). The most valuable external stakeholders are the customers or guests. The success of StaySmart+ will depend on the level of their expectations, feedback, and satisfaction (Mitchell et al., 2022). Other stakeholders include technology partners and vendors. They offer the systems, software, and other support needed to deploy AI-based services. Travel agencies, online booking platforms contribute to the promotion of Hilton services and attract customers living in other regions. Government agencies and regulators are significant as they establish regulations regarding data protection, security and the operation of businesses. Hilton has to abide by these rules in every market. There are also the investors and shareholders who are also important stakeholders since they anticipate the project to yield financial returns and growth (Potthoff et al., 2023). Another group of importance is local communities. The activities of Hilton may affect the environment or employment locally. Activities that involve communities enable creation of a good brand image and foster long term success.
[bookmark: _Toc227538999]Roles, Responsibilities, Benefits and Challenges of Key Stakeholders
The effective implementation of the StaySmart+ by Hilton Worldwide Holdings Inc. lies in the effectiveness of each stakeholder in carrying out his or her duties. Various stakeholders have certain duties and they are also accompanied by valuable advantages. Meanwhile, they can encounter some issues in the project.
Internal Stakeholders
The top management is in charge of establishing the general direction of the project. They sanction budgets, distribute resources and make sure that the project is in conformity with the long-term plan of the company (Wang, Yang and Deng, 2025). They are characterized by good leadership and decision-making. Besides, they can experience the difficulty of covering the expenses and anticipated gains, particularly when investing in new technology.
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Figure 2: Internal Stakeholders in StaySmart+ Project
Source: (Wang, Yang and Deng, 2025)
The stay smart+ service is designed by the product development team. They are busy developing features that satisfy customer requirements and are in tandem with the brand image of Hilton. Their advantage is in innovation as they enable the company to remain competitive (Humphreys, 2024). One of the challenges they face is to make sure that the service is effective in the various markets they operate in with various customer expectations.
The IT and AI experts will be involved in creating and operating technology systems employed in the StaySmart+ (Maurer et al., 2022). They make sure that the system is user friendly, reliable and safe. Their input is critical towards the technical success of the service. Also, they can experience the difficulties of system integration, risks of data security, and the necessity to be constantly updated.
The sale and marketing departments will do the promotion of the new service. They develop awareness and reach out to customers via campaigns and communication strategies (Krieger, 2025). The advantage is that they will attract more customers and enhance the brand image. A problem they could encounter is presenting the worth of a complex technological service to a variety of customers.
The operations managers of hotels and front line personnel involve the actual service delivery of the hotel to the guests (Kolesárová et al., 2026). They make sure that the customers have a pleasant experience. The advantage they have is the enhancement of customer satisfaction and loyalty.
External Stakeholders
Customers are at the centre of the limelight since they consume the StaySmart+ service. Their criticism will be used to further enhance the service and make it successful. The benefit they bring is valuable insights and revenue. Besides, they might be privacy conscious, particularly when they have their personal information being utilised to generate individual services.
The tools and systems required in the service are offered by technology partners and vendors. Their skills assist in guaranteeing of quality technology (Kolesárová et al., 2026). Besides, they might have difficulties in terms of deadlines and integrating systems into the existing Hilton platforms.
Regulatory agencies and the government have the task of establishing regulations that Hilton should abide by. They make sure that the law is followed and safeguard the rights of customers. Their presence is advantageous as it builds trust and credibility to the company (Aksoy et al., 2022). Regulations can however be very strict and hinder innovation and make operation very complicated.
Shareholders and investors are looking forward to financial returns of the project. The funding is availed by their support. Also, they might have fears of risks and time wastage in realizing anticipated profits (Abilene and Finest, 2023).
The local communities also can be significant. They enjoy employment opportunities and environmental friendliness (Gashi, Qosja and Liça, 2025).
[bookmark: _Toc227539000]Frameworks, Models and Theories for Stakeholder Engagement
Effective stakeholder engagement is important for the successful launch of StaySmart+ by Hilton Worldwide Holdings Inc. In order to address various needs and expectations of the stakeholders, a number of frameworks and models may be adopted. These tools assist the project manager to plan, communicate and coordinate activities in an organized manner.
Stakeholder Theory and Stakeholder Matrix
The stakeholder theory rationalises that organisations should not only think about profit, they should take into account the interests of all the stakeholders. This would work well in Hilton since it deals with other nations with varied expectations (Kujala et al., 2022). It assists in making sure that external and internal stakeholders are treated equally and involved in decision making. The stakeholder matrix or the Mendelows matrix is an effective tool that can be used to categorize the stakeholders in terms of their power and interest. Close and frequent management and updating of high power and high interest stakeholders; senior management and investors should be included (Lécuyer et al., 2024). Highly interested yet low power stakeholders like customers should be maintained/ informed and involved.
Stakeholder Engagement Plan
To establish the involvement of each group of stakeholders, it is significant to have a stakeholder engagement plan that outlines how various stakeholders are going to be involved in the project. It provides the degree of engagement to be undertaken, i.e., informing, consulting, or collaborating (Maurer et al., 2022). As an example, IT teams can be actively engaged in decision-making, whereas customers can be included in decision-making with the use of feedback and surveys. This plan assists in ensuring that everyone is incorporated at the appropriate project phase.
Communication Plan
To have a clear and consistent information sharing, a communication plan is necessary. It specifies information to be shared and on what frequency and which channels. As an example, internal communication can be done via meetings, emails, and online platforms, whereas external communication can be achieved via marketing campaigns or reports (Potthoff et al., 2023). Proper communication will minimize misinterpretations and can be used to gain trust among stakeholders.
RACI Matrix
RACI matrix is an effective tool that can be used to explain the roles and responsibilities. It states Who is Responsible, Accountable, Consulted and Informed on the various tasks within the project (Lécuyer et al., 2024). As an example, the system development could be done by the IT team, and overall decisions could be made by the senior management. The marketing teams can be consulted and the front line staff can be informed. The model will prevent confusion and accountability.
Application in a Global Context
These structures prove particularly significant when it comes to a worldwide project such as StaySmart+. Cultural, legal and customer expectations of different markets vary. Structured models can assist the project manager in dealing with complexity and consistency (Gashi, Qosja and Liça, 2025). Meanwhile, flexibility is required to adjust the engagement strategies depending on the local conditions. This integrity and flexibility allow facilitating effective stakeholder involvement and enhances the opportunities of project success.
[bookmark: _Toc227539001]Stakeholder Engagement Process and Conflict Management
A well-managed and structured process of stakeholder engagement is crucial to the successful implementation of StaySmart+ by Hilton Worldwide Holdings Inc. Being a project manager, one should have a clear approach that would see to it that all the stakeholders are engaged, educated and aligned during the project lifecycle (Kujala et al., 2022). This process can be guided using the 4Cs model that incorporates communication, collaboration, consultation and commitment which creates an effective framework to use.
Communication
Effective stakeholder engagement is based on communication. The project manager should make sure that there is clear timely and correct information disseminated to all the stakeholders. This will involve frequent communication of project progress, difficulties, and major decisions. The stakeholders should be addressed using different ways of communication (Lécuyer et al., 2024). To use another example, senior management might need to be informed in detail with formal meetings whereas frontline staff might need to be informed with simple instructions and training sessions. Besides, communication may be a problem in an international project. The possible influence of language barriers, cultural differences and time zones can influence the interpretation of messages. Information overload may also be a risk as excessive communication may bewilder stakeholders (Kolesárová et al., 2026). To deal with the problems, the project manager must adopt plain language, standard formats and electronic communication tools.
Collaboration
Collaboration entails the close working with stakeholders in order to attain a common goal. Partnership within the departments is particularly critical in StaySmart+ project, between the IT, marketing and operations department (Humphreys, 2024). Through collaboration these teams are able to make the service not only technically effective but also customer-focused. Teamwork also contributes to the creation of trust and enhancement of problem-solving. Collaboration is challenging to coordinate even though it has advantages. Various departments might not have the same priorities and may cause conflict (Aksoy et al., 2022). As an illustration, IT team can be keen on performance of the system whereas marketing may be concerned with customer attraction. To cope with this, the project manager ought to promote teamwork by holding frequent meetings, common objectives and roles.
Consultation
Consultation is the process of involving the stakeholders in decision making by getting their views and feedback. This will be significant in making sure that the project is going to deliver the needs and expectations of the stakeholders (Kolesárová et al., 2026). As an illustration, customer reviews will assist in enhancing the design of StaySmart+, whereas employee responses will shed light on the feasible problems in service delivery. Consultation may, however, delay decision making process particularly where a number of stakeholders are involved (Mitchell et al., 2022). It may also lead to conflict when there is a difference in opinion among the stakeholders. The project manager should be able to strike a balance between the input and efficiency requirements. Systematic procedures like surveys and workshops may be used to gather valuable information in a systematic manner.
Commitment
Commitment can be defined as winning the support and commitment of the stakeholders. Project success is hard to have without commitment. The project manager should make the stakeholders realize the worth of StaySmart+ and their contribution towards its success (Kolesárová et al., 2026). This may be accomplished by effective communication and participation in decision making and acknowledging stakeholder input. Among the challenges is the fact that not all the stakeholders will welcome change particularly when introducing new technology. Employees will be in doubt of their position and investors may be in doubt about financial risks (Kujala et al., 2022). To handle this, the project manager ought to offer training, support and proper explanation of the benefits.
Conflict Management
Large projects, particularly global organisations have frequent occurrence of conflicts. They can occur because of differences in objectives, scarcity of resources or cultural misinterpretations. As an illustration, conflicts can arise within a department on how to distribute the budget or international and local teams on how to adapt the services (Maurer et al., 2022). The project manager ought to apply a systematic process in order to deal with conflicts. Open communication is needed to be able to find out and comprehend the problem. Active listening can be used to make sure that every opinion will be taken into account. It can then be negotiated and compromised to come up with a solution that is acceptable by all parties. More serious conflicts might require mediation in some instances.
Critical Evaluation
Although the model of 4C has a powerful framework, it has a few limitations. It might not adequately deal with the complexity of international projects where the cultural differences and external factors are significant (Mitchell et al., 2022). Moreover, when all four elements are used simultaneously, it can be time-consuming and can slow down the decision-making process. As such the project manager will have to be flexible and alter the approach depending on the situation. In general, effective conflict management and balanced and organized involvement process are critical to successful implementation of StaySmart +.
[bookmark: _Toc227539002]Impact of Stakeholder Engagement on Business Performance and Recommendations
Stakeholder engagement is a very crucial factor in enhancing overall performance of business of Hilton Worldwide Holdings Inc. particularly when introducing a new service such as the StaySmart+. With effective stakeholder involvement and management, the organisation is likely to have improved outcome in terms of service quality, customer satisfaction and long-term development (Maurer et al., 2022). But the effects of stakeholder engagement are not necessarily entirely positive and need to be planned and constantly improved.
Among the key effects of a high level of stakeholder engagement, enhanced project success can be identified. Internal stakeholders like the employees, managers and technical teams can contribute better when they are actively involved and they understand their roles better (Mitchell et al., 2022). This minimizes the mistakes and time in the development and implementation of StaySmart+. Effective communication and cooperation also allow making sure that the service achieves its desired goals. 
The customer satisfaction is also directly influenced by stakeholder engagement. The customers can be consulted and given feedback, which will help Hilton to create a service that will satisfy them more. StaySmart+ emphasises on individual experiences and intelligent technology, which is very important to contemporary travellers (Krieger, 2025). Customers will experience more satisfaction when they feel that their preferences are being taken into account, and will be more likely to be loyal to the brand.
The other significant value is on innovation and competitive advantage. The interaction with other stakeholders, such as technology partners and employees will provide Hilton with access to new ideas and expertise (Gashi, Qosja and Liça, 2025). This assists in continuous improvement and enables the company to be ahead of the competition like Marriott International.
Also, there are certain problems and adverse effects as well. It may be complicated and time-consuming to deal with many stakeholders. It can delay decision-making as well as in cases of varying opinions and interests (Kujala et al., 2022). Conflict is also a possibility, and this can have an impact on the team performance and project progress.
Stakeholder engagement is also a matter of importance concerning ethical issues. As an illustration, artificial intelligence in the StaySmart+ application involves gathering and utilizing data on customers (Humphreys, 2024). This brings in question privacy and data protection. Unless such issues are handled appropriately, they may destroy customer confidence and reputation of the company. As such, considerations of ethics should be involved in every engagement.
Recommendations for Future
In order to enhance stakeholder interactions and business performance, a number of suggestions can be given. To begin with, Hilton needs to come up with more organized and adaptable stakeholder engagement policy (Aksoy et al., 2022). Meanwhile, it must enable changes depending on the local market conditions and cultural peculiarities.
Second, the company will need to invest in digital communication and collaboration tools. The tools can be used to enhance interactions among international teams and make information sharing quicker. This is particularly true of a large organisation which is located in other countries.
Third, the employees should undergo continuous training and development. Educated employees are more assured and would tend to engage in new programs such as StaySmart+.
The other suggestion is to reinforce feedback. Feedback should be taken on a regular basis by the customers and the employees and analysed (Lécuyer et al., 2024). This will assist in detecting the problems at an early stage and assist in the ongoing improvement.
Lastly, Hilton needs to work on ethical practices particularly in data management. There must be transparent policies in place to safeguard information of customers and provide transparency.
[bookmark: _Toc227539003]Conclusion
The stakeholder engagement is important towards the successful development and launch of StaySmart+ by the Hilton Worldwide Holdings Inc. This report has demonstrated that the hospitality industry has become extremely competitive and dynamic hence the need to have a strong coordination among various internal and external stakeholders. The launch of StaySmart+ shows that Hilton is focused on the innovation, digitalization, and enhanced customer experience on both domestic and global markets. Stakeholder analysis revealed the need to engage a diverse group of stakeholders such as the top management, IT departments, marketing departments, employees, customers, investors, and external partners. The role of each stakeholder towards the project success is definite. Their participation will help in making better decisions, increase the quality of service and enhance alignment with customer expectations. Also, it is also obvious that the control of different stakeholders may pose some problems in the form of conflicting interests, communication barriers and resource limitations. The stakeholder matrix, the RACI model, and communication plans are some of the frameworks that assist in organizing the engagement activities and enhance coordination. Moreover, the 4Cs model of communication, collaboration, consultation and commitment offers an effective method of coping with relationships and keeping the stakeholders engaged in the project lifecycle. Such tools will help in the improved organisation and minimise chances of misunderstanding or delays. The report further mentioned the fact that the stakeholder engagement is directly related to the performance of the business. It boosts innovation, raises customer satisfaction, builds brand reputation and raises competitiveness. Besides, other ethical issues like privacy of data and transparency have to be carefully addressed, particularly when advanced technologies, like artificial intelligence are involved. In sum, the effectiveness of the StaySmart+ will be determined not only by the technological innovation but also by the effectiveness of the management and involvement of stakeholders.
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