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1. [bookmark: _Toc228275445]Objective Summery (250–300 words)
This report will go through the stakeholders and the importance of them to succeed in the development and execution of StaySmart+, a new prospective service in Marriott International Hotel. The purpose of StaySmart+ will be a premium clientele experience, designed to better guest satisfaction and convenience using artificial intelligence tools. The app will be able to personalise travel plans and focus on sustainable amenities. The aim is to introduce this across Marriott hotels globally within a 6-month period.
In this report, we will identify and analyse the key stakeholders which will be involved in this project and evaluate how effective management strategies can support the launch of StaySmart+ across the markets overall. Internal stakeholders will include: the senior management teams; project teams; IT specialists; Marketing teams and hotel staff. External Stakeholders will include: client/guests; suppliers; investors and Government/regulatory bodies. Which will play a role for the success of the project.
Furthermore, this report will use SWOT and PESTLE analysis to understand how the project can better the brand, as well as issues we may face. I will be using various frameworks, such as, PESTLE, SWOT, 4C’s, RACI matrix and other table strategies 
To conclude, we will how effective stakeholders will impact and development and future of project StaySmart+ and how to constantly improve on this after the lunch. We will monitor and analyse the effectiveness within Marriott International
















2. [bookmark: _Toc228275446]Introduction (300 words)
The hospitality industry is a highly competitive global market that continues to improve and evolve to stay relevant and keep up with the newest technological advancements. They also strive to improve and maintain guest satisfaction and service innovations, in order to stay in the competitive field. As other hotels are finding new ways to implement digital advancements and personalise services as much as possible to keep clients engaged. As a result, many hotels are investing in technological services, that can enhance hotel operations and deliver high service satisfactions to customers.
Marriott International is one of the leading hotels branches in the UK. With over 9,700 properties in 143 countries and more than 30 leading brands’ (Marriott International, n.d.)Marriott tailors to all sorts of clients, from the family holiday gateway’s to the short business trips, luxury or mid-scale accommodations and more. Marriott has a strong presence all across the world, including in the UK. Marriott focuses on innovation and sustainability to maintain customer loyalty and maintain a position in the global market
Marriott international is planning to implement a new premium customer service, which will be called StaySmart+. This initiative will aims to improve overall customer service and satisfaction for the duration of the guests stay. We will be incorporating AI tools to help with various tasks, such as, personalised travel planning services, sustainable amenities that can support the environment and more. 
To help the setup of project StaySmart+, we will need to involve a wide range of stakeholders to promote the service. Internal teams will be responsible for the technology development, staff and hotel operations, shareholders and marketing. Whereas external stakeholder will be crucial for supplies and customers. Both parties are needed for the project to succeed, and will need to be informed and involved in different ways. This report will identify the key stakeholders and explore engagement strategies to make StaySmart+ a successful launch and be a staple to Mariott hotels worldwide, making customer satisfaction more automated and smooth.










3. [bookmark: _Toc228275447]Situational Analysis of Marriott International (400 words)
Using analysis tools such as SWOT and PESTLE can help understand this history of Mariott and how we can implement StaySmart+ service. Using these methods regularly will ensure you are able to evaluate your Strengths, Weaknesses, and External impact as the app grows (Red Ochre, 2009)
SWOT Analysis
Strengths
· Marriott already has a strong global presence and recognition, which gives clients a sense of trust and interest for the project
· Having a large and diverse portfolio of hotels will help customers from all standings become accustomed and upscale the app
· Having already established a free loyalty program Mariott Bonvoy (Marriott International, n.d can also benefit and merge with StaySmart+ to make stays not only personalised but also cheaper and convenient
Weaknesses
· Can be a very costly to operate, Mainly including the luxury services. This may potentially result in a lower profit margin during the beginning stages of the project.
· Being a hotel dependent on tourism, global crisis such as pandemics can become an issue for the organisation
· If project StaySmart+ isn’t implemented equally across all hotels, this inconsistency may negatively impact the brand, and make the service inconsistent.
Opportunities
· As the app focuses on being eco-friendly, the project may become an aid in the long run.
· Being an all-digital experience, will keep the brand up to date with technological advancements and be able to improve and change as this develops. This will also help in personalising each users experience by using AI tools.
· Founding this project can be a gateway for other ideas and make a new branch for potential growth. 
Threats
· The business can be economically dependent, therefore is there is a downturn, people will also spend less on travel, which can in turn affect occupancy levels and less money coming in.
· Other hotel brands may poach the idea of the app and develop this for their own gain
· Being in a large sector of competitive hotel brands, although Mariott stands as one of the most infamous, there is always pressure from other companies who will try to always innovate to maintain growth
· Political matters and global disputes can always have the potential to disrups businesses, which in turn can affect general stock and shares and other international operations.


PESTLE Analysis
· Political – Different countries having different rules and regulations can affect the implementation of project StaySmart+
· Economical – Inflation is unavoidable and will need to be an everchanging factor. Exchange rates, and overall demand can influence the rate of travel
· Social – StaySmart+ is focused on creating a personalised experience, with the help of communities also being mentioned for recommendations nearby
· Technological – as the app is mainly technological, it will also use AI which is always advancing, as well as the service that will be provided. However continuous monitoring is required due to cyber threats and technical issues
· Legal – DPA laws and regulations must always be considered with handling client’s private information and using AI tools. 
· Environmental – More pressure to be environmentally friendly is pushing Mariott to use greener practices, which fits with overall goals of the project

















4. [bookmark: _Toc228275448]Identification of Key Stakeholders (400 words)
Identifying key stakeholders and what role they play, both internal and external is crucial for managing them effectively. All Stakeholders, both individuals and groups play a part to ensure StaySmart+ can launch successfully.
Internal Stakeholders
This group of stakeholders are people within Marriott who will be directly involved in the initiation of the app.
	Internal Stakeholders

	Roles and Responsibilities

	Senior Management
	Making the overall important decisions, budget approvals and ensuring the project aligns with the company goals

	Project Manager
	Oversees the entire project, manages teams to make sure tasks are communicated clearly and in a timely manner

	Product Development
	Designs the app

	IT Departments
	Develops the app and puts ideas into motion alongside the product development team. Involved in the more technical side of things such as AI tools

	Marketing and Sales Department
	Promotes the app and helps generate revenue, by advertising the service to potential clients

	Hotel Managers
	Roll out the new service across hotels and ensure this is implemented into daily operations.

	Front of house staffs employees
	Interact with guests who will be essential in delivering a positive customer experience



External Stakeholders
This group is outside the organisation however they still play in important part in the succession of the project:
	External Stakeholders

	Roles and Responsibilities

	Hotel Guests
	They will be the primary users of StaySmart+. They will ultimately be the one to determine whether the project is successful or not 

	Technology Suppliers
	Provides AI systems and other technical tools for the app

	Investors and Shareholders
	Invests in the project financially for the prospect that it becomes successful

	Government
	Ensure that Mariott stays in line with the data protection act and other Laws and policies

	Local Communities 
	Store owners will benefit from the recommendations that the app will provide for nearby sites and places to visit, as well as job opportunities



5. [bookmark: _Toc228275449]Roles, Responsibilities, Benefits and Challenges (500 words)
To successfully implement project StaySmart+, we need to clearly define the key players, as well as their roles and responsibilities. All groups have their own way of contributing and must be managed by the level of power and interest
Stakeholder power/interest matrix
	Stake Holder type
	Power Level
	Interest Level
	Category

	Senior Management
	HIGH
	HIGH
	Key Player

	Project Manager
	HIGH
	HIGH
	Key Player

	IT
	HIGH
	HIGH
	Key Player

	Hotel Staff
	MEDIUM
	HIGH
	Keep Satisfied

	Sales Dept
	MEDIUM
	MEDIUM
	Keep Informed

	Customers
	MEDIUM
	HIGH
	Keep Satisfied

	Investors
	HIGH
	MEDIUM
	Keep Satisfied

	Government/Regulators
	HIGH
	LOW
	Keep Satisfied

	Local Communities
	LOW
	MEDIUM
	Keep Satisfied

	Suppliers
	LOW
	MEDIUM
	Keep Informed




Stakeholder engagement strategy and communication plan
	Stakeholder
	Strategy
	Communication Method
	Frequency

	Senior Management
	Manage closely
	Reports/meetings
	Weekly

	IT
	Manage closely
	Team meetings
	Daily/Weekly

	Hotel Staff
	Keep informed
	Briefings/training
	Weekly

	Marketing
	Collaborate
	Meetings
	Weekly

	Customers
	Engage continuously
	App/survey/feedback
	Continuous

	Investors
	Keep satisfied
	Finance meetings/reports
	Monthly

	Gov/Regulators
	Comply 
	Compliance /walk ins
	As required

	Local Community
	Keep Informed
	Public updates/collabs
	Monthly









RACI Matrix
	Task
	Project Manager 
	IT Dept
	Marketing Team
	Operations/Staff
	Senior Management 
	External Partners

	Project Planning
	R
	C
	C
	C
	A
	I

	AI System development 
	C
	R
	I
	I
	A
	C

	Service Design
	R
	C
	C
	C
	A
	I

	Promoting
	C
	I
	R
	I
	A
	C

	Hotel
	C
	C
	I
	R
	A
	I

	Staff Training
	R
	C
	I
	R
	A
	I

	Customer Feedback
	R
	C
	C
	R
	I
	I

	Compliance and DPA
	C
	R
	I
	I
	A
	C






















6. [bookmark: _Toc228275450]Stakeholder Engagement Process Using the 4C’s Model (800 words)

Knowing how to effectively engage stakeholders is crucial for the success of StaySmart+. To achieve this we can use the 4C’s model – Communication, collaboration, consultation and commitment

Communication (Planning Stage)
Communication is the key part of stakeholder engagement. Being transparent and forward thinking is the key to successful communication (Lindgreen et al., 2019, p. 80). During the planning stage, the project manager must deliver clear communication between everyone to ensure that all stakeholders know their purpose, goals and expectations to carry out the app. This must mean defining roles, providing constant updates and setting objectives and in some cases deadlines.
Regular stakeholder meetings are essential to make sure things go smoothly and are aligned, particularly between departments such as IT, marketing, and operations. Reporting structures such as progress reports and performance updates will help ensure that information is shared clearly and prevent confusion and misunderstandings.
However, poor communication can lead to delays and conflict, especially in an organisation such as Mariott, where teams are from different time zones and cultures. Therefore the project manager must ensure that communication is accessible to all stakeholders. 

Collaboration (Process Stage) 
Collaboration focuses on encouraging teamwork between different stakeholders groups. During the process stage, the project manager must promote different departments to collaborate to ensure that all parts of the project work together effectively. For example, the IT team must work closely with the operational staff to ensure the technology used can be easily implemented in real hotel environments.
Having good team synergy and collaboration is also important across international location. Since Mariott  operates globally and share between hotels to improve quality. Platforms that can allow communication globally can support this.
Having general strong collaboration can lead to better problem solving and efficiency. However it may be challenging due to people having different working styles, cultures and expectations. The project manager must encourage open communication to overcome these barriers.

Consultation (Process Stage)
The main focus for consultation is to actively seek feedback form stakeholders to better the app. The project manager must gather intel from hotel staff, as they will be directly involved in delivering the service  and can provide practical insight. The same can be said for customer feedback, to ensure that StaySmart+ can meet guest expectations and enhance their experience.
Consulting with technology partners is also important to make sure systems are up to date and capable for delivering the required  service. Making this an ongoing process allows the project to adapt and improve over time.
Effective consultation can overall improve stakeholder engagement as this make them feel they are a valued member of the team. However the downside to this is that making everyone feel included and hearing others opinions, can elongate the decision making. Therefore the project manager must always be proactive and balance feedback and decision making.

Commitment (Performance Stage)
Commitment focuses on building a long-term foundation for stakeholders. The project manager must ensure that stakeholders remain engaged and motivated to stick to the planning phase, launch and beyond the launch. This can be achieved by building trust and and recognising others contributions.
Training and supporting stakeholders is also important

Managing conflict
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