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[bookmark: _Toc227598997]Executive Summary 
This report discusses the significance of stakeholder involvement in the successful execution of the StaySmart+ service at Marriott International. The objective is to examine how effective identification, management, and stakeholder engagement can assist the creation, rollout, and uptake of an AI-based, personalised and sustainability-oriented hospitality service in international markets.
Through the report, key internal stakeholders, such as the senior management, the employees, IT teams and marketing teams have been identified, as well as the external stakeholders, including customers, suppliers, investors, and regulators. It emphasizes the role, responsibilities and impact of them on project outcomes. The use of the frameworks mentioned, including the stakeholder matrix, RACI model, and communication planning, proves that the organized engagement can enhance coordination and responsibility.
The main conclusions are that stakeholder engagement is a powerful tool to make the project successful as it increases collaboration, decreases change resistance, and fosters better decision-making. Nevertheless, issues like high cost of implementation, cultural barriers, and conflict of interests between stakeholders can affect developments unless they are handled well.
The report encourages the application of effective communication strategies, online engagement tools, and focused training to enhance the involvement of stakeholders. In general, it can be concluded that to assure the successful implementation of StaySmart+ and the long-term organisational performance, strategic stakeholder engagement is vital.
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[bookmark: _Toc227598998]1. Introduction 
[bookmark: _Toc227598999]1.1 Marriott International Overview
Marriott international is among the largest hospitality firms in the world with more than 8,000 properties in more than 130 countries and territories. The organisation provides diverse services based on its varied portfolio of brands, including luxury, premium as well as mid-end accommodation. Its central operation is based on offering high-quality guest experiences with operational efficiency and brand consistency. Over the past few years, digital innovation, customer experience, and sustainability have become some of the most important strategic elements that Marriott has focused on and invested in technology-enabled services and environmental responsibility to stay competitive in a fast-evolving industry (Marriott International, 2023).
[bookmark: _Toc227599000]1.2 StaySmart Project Overview
StaySmart + service is an advanced service (offering) that focuses on improving the stay experience by using AI, tailored travel arrangements, and sustainability-oriented services. This effort is in response to the growing competition in the market and the growing expectations of customers of the seamless technology-based services. Nevertheless, launching the service in several global sites brings about complexity, especially in the coordination of various stakeholders, and adjusting to various market environments.
[bookmark: _Toc227599001]1.3 Purpose of the Report
The objectives of the report are to name the main stakeholders working on the StaySmart+ project, to examine the strategies of engagement with stakeholders in an appropriate way, and to critically assess the role of stakeholders in the success of the project. The analysis will be supported with relevant theories, models, and frameworks.
[bookmark: _Toc227599002] 2. Situational Analysis 
[bookmark: _Toc227599003]2.1 SWOT Analysis
The major strength of Marriott is the presence of a solid global brand recognition and a presence in many different international markets which contributes to the implementation of StaySmart+ in different markets. Its current digital platform, such as mobile services and data systems, offers a strong starting point in terms of integration to include AI-driven functions and makes this implementation more practical and scalable (Statista, 2024).
Nevertheless, the limitations can be seen in the fact that the expenses of the implementation of advanced technologies and operational complexity involved in coordination between numerous countries are high. Such difficulties can be a burden to internal stakeholders, especially the management and IT departments, and pose a greater risk of poor consistency in providing services.
StaySmart+ opportunities are high, especially with the rising use of artificial intelligence in the hospitality industry and with the rising need to provide guests with a personalised experience. Customers are demanding services that are customised and seamless, and the project is in a strategic position of being useful in the process of increasing competitiveness (Deloitte, 2023).
Nonetheless, there are threats in the form of fierce competitors, including Hilton and Accor, which are also engaging in digital innovation. Also, there are significant cybersecurity risks because more dependent systems expand the vulnerability to cyberattacks, affecting customer trust and compliance with laws.
[bookmark: _Toc227599004]2.2 PESTLE Analysis
Political elements involve the different laws in different countries, whereby the management and legal stakeholders must align with these laws. Financial stakeholders and project budgets may be influenced by economic factors, including inflation and high costs of investments. Social trends reveal emerging customer requirements of customised and digital services with direct influence on service design. The technological factors include the problem of the lack of AI integration, where it is necessary to hire qualified IT actors. The management of customer data is influenced by legal issues, especially laws on data protection such as GDPR. Sustainable practices are pressured by the environment, and both the organisational strategy and community stakeholders are affected (PwC, 2022).
[bookmark: _Toc227599005]2.3 SMART Objectives
One of the goals is to boost customer satisfaction by 15 per cent in six months of implementation to help enhance loyalty and brand value. A second goal is to realize 70 percent adoption of the StaySmart+ in the selected hotels to guarantee the proper utilisation of the service. Also, automation of operations by 10 percent is crucial to enhance cost-effectiveness. These goals give proper guidance and achievable results, and they can be used to align the efforts of the stakeholders and assess the success of a project.
[bookmark: _Toc227599006]3. Stakeholder Identification and Mapping 
[bookmark: _Toc227599007]3.1 Internal Stakeholders
Internal stakeholders play a critical role in the delivery of the successful implementation of StaySmart+, especially considering that the project would heavily be dependent on the digital integration and service transformation. The top management is very important in making decisions that are strategic, allocation of resources, and commitment to alignment of the StaySmart+ project with overall business goals of Marriott. Their influence will dictate the degree of organisational commitment and has a direct impact on the prioritisation of projects.
Employees are also crucial in that they are the ones who will present the improved service experience to customers. The implementation of AI-based tools necessitates personnel changes in going through the new systems and procedures, which necessitates training and involvement. Studies indicate that the willingness and adoption of employees play a big role in the effectiveness of digital transformation activities within service sectors (Vial, 2021).
IT teams will work to implement and maintain technological infrastructure of StaySmart+. The latter is especially important because the integration of AI systems will involve several overseas locations. Defects in reliability or data handling of the system would interfere with the operations and ruin the customer confidence.
The marketing departments will have the role of positioning StaySmart+ in a competitive environment and conveying the value of the product to its clientele. Their skill to articulate technical attributes into easily understandable customer-benefits is the key to their adoption and the commercial viability of the service (Kotler et al., 2021).
[bookmark: _Toc227599008]3.2 External Stakeholders
There are external stakeholders who impact on the design and success of StaySmart+. The customers are the main users of the service and are highly interested in the effectiveness of the service. The need to have personalised, seamless experiences is one of the reasons why the project was initiated. But as much power as individual customers have a little, their individual feedback in a group can be influential to brand reputation and long-term success.
Suppliers, especially technology partners are crucial in supplying the systems needed in integrating AI. The quality of their performance has a direct impact on service quality, reliability, and capability to innovate. Reliance on external providers of technology also presents the risks of coordination and compatibility of the systems.
A high-power stakeholder group includes investors, who are the financial resources, and demand quantifiable profits. They usually require evident value creation and risk control to support them.
The government and regulatory authorities play a critical role in ensuring that regulations on data protection and digital services are adhered to. Since StaySmart+ is data-driven, complying with legal regulations, including GDPR, is crucial to prevent fines and reputational losses (European Commission, 2022).
Local communities also come into play especially when it comes to sustainability efforts as the activities of a hospitality enterprise are directly affecting the environment and society.
[bookmark: _Toc227599009]3.3 Stakeholder Mapping
The Power–Interest Matrix offers an orderly way of prioritizing stakeholder engagement, depending on their engagement degree and interest. High power, high interest stakeholders (e.g. senior management and investors) are regarded as very influential players and need to work closely to guarantee strategic and resource alignment.
The customers are often of high level of interest though with low individual power; their overall impact on the business is their feedback and reviews which are vital to be observed and interacted with. The regulators, with greater power and lesser day-to-day interest must be satisfied so that the compliance requirements are always met.
This type of classification enables Marriot to distribute resources efficiently and customize their engagement strategies so that the expectations of stakeholders are addressed in a manner that will facilitate the successful implementation of the StaySmart+ (Reed et al., 2020).
[bookmark: _Toc227599010]4. Roles, Responsibilities, Benefits and Challenges 
[bookmark: _Toc227599011]4.1 Roles and Responsibilities
StaySmart+ implementation involves the input of critical stakeholders in the project in various phases. IT teams will be tasked with developing the systems, designing and incorporating AI-based tools into the current Marriott platforms. They play a crucial role during the initial phases because the reliability of systems and data management directly affect the performance of services.
Decision making, resource allocation and strategic alignment are monitored by senior management. Their participation will ensure that the project is aligned to organisational goals as risks to financial and operations are managed. Employees play a key role in service delivery since they are the people who deal face-to-face with customers and put the new systems into practice. The flexibility and involvement are necessary to sustain the quality of their services, especially in the transition period (Karatepe et al., 2020).
Marketing teams are working on marketing StaySmart+ and creating a perception of value to customers. When it comes to the launch stage, their role becomes particularly relevant as clear messages impact the customer awareness and adoption. Good coordination among these stakeholders will make sure that there is a matching of the technological capabilities, the delivery of operations and the expectations of the customers.
[bookmark: _Toc227599012]4.2 Benefits Stakeholders Bring
The stakeholders come with unique benefits that enable the success of the project. IT teams offer technical skills needed to make innovations, but employees can offer practical knowledge that the service must remain customer oriented. Large-scale implementation is supported by senior management with the provision of financial support and strategy.
The role of marketing teams is to make the customers more engaged through the translation of technical features into meaningful benefits. Intergroup collaboration also sparks innovation with different groups as the exchange of the different perspectives can enhance service design and delivery. There is evidence that stakeholder collaboration has a positive influence on the quality of services and organisational performance in the context of the hospitality industry (González-Rodríguez et al., 2020). All these contributions will enhance the effectiveness and competitiveness of StaySmart+.
[bookmark: _Toc227599013]4.3 Challenges and Risks
Although these have their advantages, there are numerous challenges that could influence implementation. Employee resistance to change can impede the uptake of new technologies, especially where there is a lack of training. The disparities in culture among the international markets may lead to discrepancies in expectations and service provision.
The use of communication barriers between departments can decrease the level of coordination and the existence of conflicting interests, like cost control and service quality, can lead to the emergence of tension between the stakeholders. Otherwise, these challenges can slow down implementation and decrease the level of effectiveness. This underscores the importance of effective communication and stakeholder management to reduce disruption and facilitation of successful project delivery.
[bookmark: _Toc227599014]5. Stakeholder Engagement Frameworks 
[bookmark: _Toc227599015]5.1 Stakeholder Matrix
To prioritize the engagement efforts of the StaySmart+ project, the stakeholder matrix (power–interest grid) is used. Key players include the high power and high interest stakeholders (senior management and investors) who must be involved in decision-making processes continuously to guarantee that they are on track towards achieving the strategic objectives. The IT teams are also in this category because they oversee the system implementation.
The interest of employees and customers is high, but the individual power is relatively low. The stakeholders are to be actively involved and educated because their approval is the key to the success of the services. Having highly powerful, but less ongoing interest, regulators should be satisfied to ensure compliance. There are low power, low interest groups that need to be monitored like some community stakeholders. Such a specific approach allows allocating resources effectively and enhancing the results of engagement (Bryson, 2021).
[bookmark: _Toc227599016]5.2 RACI Matrix
The RACI matrix helps to understand the roles and responsibilities of stakeholders and group them into Responsible, Accountable, Consulted, or Informed. IT teams will have to develop and implement systems, and senior management will have to provide the overall project success and strategy in the context of StaySmart+.
The design and rollout phases are discussed with employees and marketing teams because their feedback enhances service delivery and communication with customers. There is also consultation with outside partners, including suppliers of technology, to promote compatibility and innovation of the system. The updates and performance reports are the most common ways of informing the customers and the investors.
Using the RACI model helps prevent role ambiguity, increase accountability, and coordination of activities among personnel, which is critical in complex, multi-location projects (Project Management Institute, 2021).
[bookmark: _Toc227599017]5.3 Communication Plan
A good communication strategy will play a crucial role in organizing the stakeholders in the StaySmart+ project. The stakeholders should be addressed at the different levels of communication. To illustrate, internal stakeholders like the employees and IT teams can be approached in a regular meeting, training, and internal online platforms. Formal reports and virtual briefings can be used to inform external stakeholders such as investors and partners.
Communication frequency must also be differentiated with the high-priority stakeholders receiving regular updates, whereas others are updated on a regular basis. The use of communication that is specific to certain audience makes communication clear and relevant.
Effective communication will lessen the instances of misunderstanding, help align expectations, and enhance cooperation among the parties involved. Poor communication is often a big factor in the failure of complex projects, and thus, formal communication plans are critical to achieving a successful implementation (Men, 2021).
[bookmark: _Toc227599018]5.4 Stakeholder Engagement Plan
A stakeholder engagement plan will make sure that various groups are addressed with the help of fitting strategies. Training and continuous support should be used to engage employees to mitigate resistance to new technologies and enhance their adoption. The targeted marketing campaigns and feedback mechanisms can connect with the customers so that the service meets their expectations.
To ensure that investors are convinced of return on investment, they need regular performance reports and reassurance. Collaborative planning should be used to engage the technology partners to make systems dependable and innovative.
The use of customized engagement strategies enhances the stakeholder relationships and participation in the project. Studies have shown that tailored engagement strategies result in better stakeholder cooperation and enhancement of project performance (Greenwood, 2020).
[bookmark: _Toc227599019]6. Critical Stakeholder Engagement Process 
[bookmark: _Toc227599020]6.1 Application of the 4C’s Model
Communication is an essential part of clarity and transparency in the rollout of the StaySmart+. Since the process of introducing AI-based systems in various countries is complicated, regular and formal communication can ensure its alignment of expectations among the stakeholders and minimise uncertainty. As an illustration, frequent communication of employees and investors can clarify the progress of the project and resolve the concerns sooner. Being found to be one of the main causes of project failure, especially when it comes to a large-scale transformation of the service, ineffective communication has become recognized (Zerfass et al., 2022).

Collaboration is vital in the process of integrating activities of various departments like IT, marketing, and operations. The implementation of AI technologies cannot take place without cross-functional collaboration to make the systems technical and customer-centred. Team practices foster the exchange of knowledge and enhance problem solving, especially in challenging settings such as global hospitality practices (Ostrom et al., 2021).
Consultation engages actively the contribution of stakeholders towards decision-making. Contextually in StaySmart+, employee and customer consultation enable the Marriott to design its service improvement with practical knowledge and user anticipations. Such a strategy enhances embracement and minimizes opposition, since stakeholders will feel that they are part of the process (Bapuji et al., 2020).
Commitment is concerned with ensuring the support of stakeholders and long-term commitment. In the case of StaySmart+, this must be achieved by developing trust through reliable service delivery, effective communication and value demonstration. Senior management commitment ensures the availability of resources, and the employees commitment is required in good service delivery. Deep stakeholder commitment has been associated with enhanced project success and organisational performance (Saks, 2022).
[bookmark: _Toc227599021]6.2 Conflict Management
The involvement of the stakeholders in the StaySmart+ is bound to bring about internal and external conflicts. There can be internal struggles between departments especially where priorities are dissimilar, like cost control by the management and quality of the service expected by employees. The external conflicts can be between Marriott and the technology partners or regulators particularly regarding data management and compliance.
Another important aspect of culture in a global setting is related to cultural conflicts between different countries because of the differences in communication styles, expectations, and working practices that can influence collaboration. Such issues demand organized conflict management approaches.
Negotiation is a good method of solving conflicts through balancing the interests of the stakeholders and coming up with mutually acceptable solutions. In cases where disagreements are intensifying, mediation can be employed to offer a process of neutrality to assist in resolving it. Leadership is very important whereby expectations are set forth; they can be open to dialogue and ensure that decisions made are aligned to the project goals. Conflict management is also effective to minimize delays and facilitate easier implementation (De Dreu and Weingart, 2020).
[bookmark: _Toc227599022]6.3 Critical Evaluation
Using the 4C Model offers a frameworked and realistic method of stakeholder engagement, especially in a complicated project such as StaySmart+. Its key advantage is that it is easy and can be flexible to suit the needs of various stakeholders by effectively communicating with them, collaborating, consulting, and committing to their needs. This combined strategy helps with alignment, less resistance and better coordination of the entire project.
But there are shortcomings. The model has not been able to capture the power differences among the stakeholders, which can affect the way decisions are made. Indicatively, power stakeholders like investors might be interested in the monetary gains rather than the operation issues, a situation that might cause conflict. Also, the model requires that the stakeholders are willing to contribute, which is not always accurate especially within the context of different cultures.
The time and resource intensity that is needed to successfully utilize all four elements as well as the need to consult and collaborate is also another constraint as it could slow down the process of decision-making in a fast-paced setting. Amid these difficulties, the strategy is still effective with the combination of effective leadership and the prioritisation of stakeholder needs. It implies that the 4Cs model is useful but can and must be used more flexibly, and it requires other strategies to overcome its weaknesses (Pedrini and Ferri, 2021).
[bookmark: _Toc227599023]7. Impact and Recommendations 
[bookmark: _Toc227599024]7.1 Positive Impact
Stakeholder engagement is an essential requirement of enhancing the project success especially in complicated innovations of service like the StaySmart+. With the active involvement and alignment of the stakeholders, there are higher chances of projects being completed on time, on budget, and according to the strategic goals. It has been found that organisations that have well-organised stakeholder engagement practices have high project success rates because they are better coordinated at reduced rates of uncertainty (Too and Weaver, 2021).
In the case of StaySmart+, internal stakeholders (employees and IT teams) should be engaged to make sure that the systems are implemented successfully, and the service delivery can be maintained at a high level. Well-informed employees are more involved in the process are likely to embrace new technologies, which will minimise resistance and enhance efficiency in their operations. This has a direct impact in the ease of implementation and reduction of disruptions during rollout.
Customer experience is also boosted through stakeholder involvement. Consulting with customers and implementing feedback allows Marriott to adjust StaySmart+ to fit the changing demands of customers of personalised and uninterrupted services. Such a customer-focused strategy has been reported to elevate satisfaction and loyalty, which are major determinants of the long-run business outcomes (Lemon and Verhoef, 2021).
Additionally, a good stakeholder involvement leads to a brand reputation. Open communication and ethical activities in engaging those in the business establish trust among stakeholders, such as customers, investors, and regulators. Trust and reputation are important differentiators in a very competitive hospitality market. Due to the actively involved stakeholders, organisations are more likely to be viewed as trustworthy and innovative, which enhances their market position (Edelman, 2022).
Altogether, proper interaction promotes not only the successful functioning of StaySmart+ but also the organisational objectives in general, such as customer retention, the competitive advantage, and sustainable growth.


[bookmark: _Toc227599025]7.2 Risks and Negative Impact
Despite these advantages, there are risks that are associated with stakeholder engagement. Cost is one of the key issues. Communication, training and coordination need to be heavily invested in to engage various stakeholders across different global locations. The costs can be a strain to project budgets especially when the return to the investment is not immediate.
Another risk is delays, which can be caused by the lengthy consultation and collaboration process as decisions are made. Although the input of the stakeholders is welcome, over-involvement can cause inefficiency especially during time-sensitive stages of the project. It is particularly applicable in high-pressure settings where one needs to implement quickly to stay afloat (Kerzner, 2022).
The lack of alignment among the stakeholders may have a negative effect on the outcomes of the project, as well. The presence of conflicting priorities, i.e., between financial goals and the quality of services provided, can cause disagreements and prevent development. Coordination is more complicated in global operations where cultural and organisational differences tend to exacerbate these challenges. Unless managed successfully, these problems may decrease the effectiveness of stakeholder engagement in general and undermine the success of the project.
[bookmark: _Toc227599026]7.3 Critical Evaluation
The effects of the stakeholder involvement must be measured in terms of short and long term. In the short term, the activities of engagement can add expenses and time to the project due to consultations, training, and coordination requirements. Nevertheless, such an upfront investment can pay off in the long run by creating better service quality, enhanced stakeholder relationships and customer loyalty. This way, stakeholder engagement can be perceived as a strategic investment and not an operating cost (Harrison and Wicks, 2021).
The stakeholder engagement to the project of StaySmart+ is also complicated by global challenges. Cultural differences in expectations, regulatory and market conditions demand adaptable and flexible engagement strategies. Localisation will be required because a standardised approach might not work in all regions. Meanwhile, about brand integrity, consistency in service delivery is also necessary.
As much as there are obvious benefits of stakeholder engagement, its success will be based on its management capability. Excess use may create inefficiencies; underuse may cause resistance and lack of adoption. Hence, it is vital to attain the appropriate balance. This supports the significance of organised structures and prioritisation of strategies in the relationship management of stakeholders.
[bookmark: _Toc227599027]7.4 Recommendations
To enhance stakeholder interaction, Marriott ought to establish formal communication channels with the help of digital tools to maintain information flow throughout the world operations. To minimize resistance and enhance the adoption of new technologies, targeted training of employees will be provided. Also, the stakeholder engagement strategies must be aligned to the needs of various groups, so that their needs and expectations are met. They should also have regular feedback mechanisms to track the satisfaction of the stakeholders and to help them in the continuous improvement.
[bookmark: _Toc227599028]8. Conclusion
This report has critically discussed why stakeholder engagement is key to the effective implementation of the StaySmart+ service within Marriott international. It started by examining the organisational environment and external factors and how the global operations, technological advancement and the evolving customer expectations present both opportunities and threats to the project. The definition and classification of internal and external stakeholders revealed how complicated it becomes to balance the interests of various people and especially in a global hospitality environment.
The report also examined the roles and responsibilities of the key stakeholders with the importance of coordination between the various departments including the IT, management, employees and marketing to guarantee effective service delivery. The implementation of the stakeholder engagement models, the stakeholder matrix, RACI model, and the structured communication strategies, demonstrated the way effective planning can make the process of accountability, confusion, and collaboration better.
The stakeholder engagement process, especially, when using the 4C’s model, was critically analysed, and the role of communication, collaboration, consultation, and commitment in stakeholder alignment and decreasing resistance was identified. Although all these strategies have distinct advantages, the report also admitted possible drawbacks, such as cost, complexity, and the difficulty in dealing with the stakeholders in a variety of cultural and regulatory contexts.
Overall, the results indicate that successful stakeholder engagement is a driving force behind the successful projects. Upon strategic management, it helps to make better decisions, create better customer experience and boost organisational performance. In the example of the StaySmart+ the possibility to mobilize the stakeholders will have a direct impact on the success of the service rollout, which will support its significance as a vital element of sustainable competitive advantage.
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