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1. [bookmark: _Toc227964518] Introduction 
This report examines the implementation of the StaySmart+ AI service across Marriott hotels in the UK. Marriott operates over 50 properties nationwide, making the UK a suitable market for introducing new digital services. StaySmart+ aims to enhance guest experience, improve operational efficiency, and support sustainability goals through AI‑driven tools such as smart room controls, automated communication, and personalised recommendations.
Stakeholder engagement is essential for the successful delivery of this project because different groups hold varying levels of power, interest, and influence. Freeman (1984) defines stakeholders as individuals or groups who can affect or be affected by organisational objectives, highlighting the need for structured engagement to ensure alignment and support.
However, engagement can be challenging due to differing expectations, cultural differences, and concerns about AI adoption. Employees or customers may resist new technologies, leading to delays or increased project risks if not managed effectively. Therefore, the project manager must apply clear communication methods, engagement techniques, and stakeholder management models throughout the project lifecycle.
This report identifies key stakeholders, evaluates engagement strategies, and assesses how stakeholder management influences business performance using tools such as SWOT, PESTLE, Mendelow’s Matrix, and the RACI model.
2. [bookmark: _Toc227964519]Company Overview: Marriott International
According to Marriott International (2024), the company operates more than 8,000 properties across 139 countries, including over 50 hotels in the United Kingdom. This strong global and national presence makes the UK a suitable market for introducing new digital services such as StaySmart+. Marriott’s portfolio includes a wide range of brands, from luxury to mid‑scale hotels, supported by a long‑established reputation for service quality.
In recent years, Marriott has invested heavily in digital transformation, including mobile check‑in, contactless services, and personalised guest experiences. These developments demonstrate the company’s commitment to innovation and operational efficiency. At the same time, operating across multiple regions requires effective coordination with internal teams, customers, partners, and regulators to ensure consistent service delivery and compliance with local requirements. This highlights the importance of structured stakeholder engagement for successful project implementation.
3. [bookmark: _Toc227964520]Project Overview: StaySmart+
 The StaySmart+ project introduces an AI‑driven digital service designed to enhance guest experience and operational efficiency across selected Marriott hotels in the UK. Key features include personalised travel recommendations, smart room controls, automated communication, and sustainability functions such as energy‑efficient technologies.
The project is planned for rollout within six months and requires coordinated involvement from IT teams, hotel management, frontline employees, customers, and external technology partners. While StaySmart+ offers opportunities to improve service quality and strengthen Marriott’s competitive position, it also presents challenges related to employee resistance, technical integration, and data privacy.
Effective stakeholder engagement is therefore essential to ensure understanding, support, and smooth adoption throughout the implementation process. 
4. [bookmark: _Toc227964521] PESTLE Analysis of the StaySmart+ Project
PESTLE analysis examines the external environment influencing the StaySmart+ project and highlights the political, economic, social, technological, legal, and environmental factors affecting its implementation in the UK hospitality sector.
Political
Marriott must comply with UK GDPR and government guidelines on AI transparency, which shape how customer data is collected and used. Political stability in the UK supports long‑term digital investment in hospitality.
Economic
Economic conditions influence customer spending on premium hotel services, while rising labour and energy costs affect project budgeting. UK hotel occupancy reached 73% in 2023, indicating market recovery and favourable conditions for digital innovation (Statista, 2024).
Social
Customer expectations are shifting toward personalised, contactless, and digital experiences. However, some guests still prefer traditional human interaction, and employees may worry about job changes or increased workload, which can affect adoption.
Technological
Advances in AI, machine learning, and smart room systems enable improved guest experience and operational efficiency. However, system errors, integration challenges, or insufficient IT support may create operational risks during implementation.
Legal
Compliance with UK GDPR, cybersecurity standards, and AI ethics is essential. Marriott must ensure transparent data handling, secure processing, and regular staff training to avoid legal or reputational consequences.
Environmental
Sustainability is increasingly important in the UK hospitality sector. Marriott collaborates with local suppliers to reduce transportation emissions and uses eco‑washing services with low‑temperature cycles and reduced water consumption. Urban hotels also benefit from sustainable transport options such as electric taxis, underground networks, and low‑emission buses.
PESTLE Critical Insight
External factors significantly influence the StaySmart+ project. Legal and technological considerations are particularly important due to their impact on data protection, system reliability, and customer trust. Continuous monitoring of these factors is essential for successful implementation.
5. [bookmark: _Toc227964522]SWOT Analysis of Marriott StaySmart+ Project
SWOT analysis identifies the internal and external factors that may influence the success of the StaySmart+ project in Marriott hotels across the UK.
Strengths
Marriott has a strong global and UK brand reputation, which supports customer trust in new digital services. Existing digital tools, such as mobile check‑in and contactless services, make it easier to integrate AI technologies. The UK hospitality market is recovering, with hotel occupancy reaching 73% in 2023, creating favourable conditions for innovation (Statista, 2024).
Weaknesses
Implementing AI systems across multiple hotels can be costly, and some employees may lack technical confidence or feel uncertain about using new tools. This highlights the need for structured training and change management (Kotter, 1996).
Opportunities
StaySmart+ can enhance customer satisfaction through personalised services and faster responses. It also strengthens Marriott’s competitive position, as many UK hotels are only beginning to adopt AI technologies. Sustainability features, such as energy‑efficient room controls, further support Marriott’s environmental commitments.
Threats
Key threats include cybersecurity risks, data privacy concerns under UK GDPR, and potential resistance from employees or customers. Economic uncertainty and rising operational costs may also affect the project’s success.
SWOT Critical Insight
The analysis shows that Marriott has strong capabilities and promising opportunities for innovation. However, the success of StaySmart+ depends on how effectively the company manages risks such as resistance to change and data privacy concerns, reinforcing the importance of structured stakeholder engagement.
6. [bookmark: _Toc227964523]SMART Objectives
SMART objectives ensure that the goals of the StaySmart+ project are clear, measurable, and achievable.
Specific
The objective is to implement AI‑driven customer service tools across selected Marriott hotels in the UK to enhance guest experience and operational efficiency.
Measurable
Success will be measured by a 15–20% increase in customer satisfaction within the first year, based on guest feedback and service performance indicators.
Achievable
The objective is realistic because Marriott has an established IT infrastructure and experienced technical teams, although additional staff training will be required.
Relevant
The project aligns with Marriott’s strategic focus on digital transformation and improved customer experience in a competitive UK hospitality market.
Time‑bound
Implementation is planned to be completed within 12 months, including testing, staff training, and full deployment.
SMART Critical Insight
SMART objectives provide clear direction, but unrealistic targets or misalignment with stakeholder capabilities may lead to resistance or reduced performance. Regular reviews ensure objectives remain achievable throughout the project lifecycle.
[bookmark: _Toc227964524]7. Stakeholders, RACI, Engagement & Communication Plans
[bookmark: _Toc227964525]7.1. Identification of Key Stakeholders
Freeman (1984) defines stakeholders as “any individuals or groups who can affect or are affected by the achievement of an organisation’s objectives.” This highlights the importance of recognising diverse interests when implementing the StaySmart+ project across Marriott hotels in the UK. Marriott operates more than 50 properties nationwide, supported by a wide network of employees, partners, and service providers who contribute to guest experience and operational performance (Marriott International, 2024).
Stakeholders in the StaySmart+ project include both internal and external groups who influence or are affected by the introduction of the new AI‑driven service.
Internal Stakeholders
• Senior Management — strategic approval, funding, and high‑level decision‑making.
• Project Manager — coordination, planning, and risk management.
• IT Department — system development, integration, and cybersecurity.
• Hotel Employees (Front Desk, Housekeeping, Customer Service) — daily system users who directly impact service quality.
• Marketing Team — communication of StaySmart+ benefits and customer engagement.
External Stakeholders
• Customers — primary users whose feedback shapes service improvements.
• Technology Providers — AI vendors responsible for system development and updates.
• Regulatory Authorities — ensure compliance with UK GDPR and AI transparency guidelines.
• Shareholders / Investors — interested in financial performance and long‑term value.
• Local Communities — affected by employment opportunities and sustainability initiatives.
• Local Suppliers — support sustainability goals through reduced transport distances and lower CO₂ emissions.
• Transport Partners (electric taxis, low‑emission buses, underground networks) — contribute to sustainable guest mobility.
Critical Insight
Stakeholders differ in power, interest, and influence. Poor alignment can lead to delays, resistance, or increased project risks (Bourne, 2015). Structured engagement and clear communication are therefore essential for successful implementation.
[bookmark: _Toc227964526]7.2 Stakeholder Assessment Table
A stakeholder assessment helps determine the level of power, interest, and influence each group holds in relation to the StaySmart+ project. This analysis supports effective engagement planning and ensures that communication strategies are aligned with stakeholder expectations. The assessment also reflects the growing importance of sustainability‑focused stakeholders, including environmental groups such as Greenpeace, who increasingly influence public expectations and corporate responsibility standards in the UK hospitality sector.
Stakeholder Assessment Table
	Stakeholder Group
	Power
	Interest
	Influence on Project
	Key Concerns / Expectations

	Senior Management
	High
	High
	Strategic direction, funding, approval
	ROI, innovation, risk reduction

	Project Manager
	Medium
	High
	Coordination, delivery, risk management
	Clear timelines, resources, support

	IT Department
	Medium
	High
	System integration, cybersecurity
	Technical feasibility, workload

	Hotel Employees (Front Desk, Housekeeping, Spa, F&B)
	Low–Medium
	High
	Daily system use, guest interaction
	Training, ease of use, job security

	Marketing Team
	Medium
	Medium
	Customer communication, adoption
	Clear messaging, customer feedback

	Customers (Hotel Guests)
	Low
	High
	Service usage, satisfaction
	Privacy, convenience, reliability

	Technology Providers (AI Vendors)
	Medium
	Medium
	System development, updates
	Clear requirements, long‑term partnership

	Regulatory Authorities (ICO, UK GDPR bodies)
	High
	Low
	Compliance, data protection
	Transparency, lawful data handling

	Shareholders / Investors
	High
	Medium
	Financial performance
	Profitability, innovation, sustainability

	Local Communities and Environmental Groups (e.g., Greenpeace)
	Low
	Medium
	Employment, sustainability pressure, community expectations
	Environmental impact, CO₂ reduction, ethical operations, transparency

	Local Suppliers (Food, Beverage, Laundry)
	Low
	Medium
	Sustainability partnerships
	Stable demand, reduced transport emissions

	Transport Partners (Electric taxis, buses, underground)
	Low
	Medium
	Guest mobility
	Collaboration, eco‑friendly positioning



Critical Insight
Stakeholders with high power and high interest, such as senior management and the project manager, require close engagement to ensure strategic alignment and resource support. Operational stakeholders, including hotel employees and IT teams, have high interest but varying levels of power, so training and clear communication are essential to reduce resistance and support adoption. Environmental groups such as Greenpeace hold limited formal power but influence public expectations around sustainability meaning Marriott must demonstrate transparency and measurable environmental impact. Understanding these differences helps prioritise engagement efforts and minimise project risks.
[bookmark: _Toc227964527]7.3 Mendelow’s Stakeholder Matrix (Power–Interest Map)

Mendelow’s Stakeholder Matrix is used to analyse stakeholders based on their level of power and interest in the StaySmart+ project. This approach helps determine the most appropriate engagement strategy for each group and ensures that communication efforts are aligned with stakeholder expectations. The matrix also reflects the growing influence of sustainability‑focused groups, including environmental NGOs such as Greenpeace, who shape public expectations and corporate responsibility standards in the UK hospitality sector.

Power ↑
Interest →
KEY PLAYERS — MANAGE CLOSELY 
(High Power, High Interest)
KEEP SATISFIED


	(High Power, Low Interest)

· Regulators (ICO, GDPR)
· Investors / Shareholders

	
· Senior Management
· Project Manager
· IT Department
· AI / Technology Vendors
· Hotel Employees (Front Desk, Housekeeping, Spa, F&B)

	· HR DepartmentMINIMAL EFFORT
(Low Power, Low Interest)

· Marketing Team

	KEEP INFORMED
(Low Power, High Interest)


· Customers (Hotel Guests)
· Local Communities
· Environmental Groups (e.g., Greenpeace)
· Local Suppliers (Food, Beverage, Laundry)
· Transport Partners (electric taxis, buses, underground)


Critical Insight
Mendelow’s Matrix demonstrates how different stakeholder groups vary in their levels of power and interest in the StaySmart+ project. Stakeholders in the Key Players quadrant, such as senior management, the project manager, IT teams, and AI vendors, require the highest level of engagement, as they directly influence the project’s success and operational integration across Marriott properties.
Stakeholders in the Keep Satisfied quadrant, including regulators and investors, hold significant power but have lower day‑to‑day involvement. Maintaining their confidence through compliance, risk management, and clear strategic updates is essential.
The Keep Informed quadrant includes customers, local communities, environmental groups such as Greenpeace, and local suppliers. Although their formal power is limited, their high interest—particularly in sustainability, ethical operations, and service quality—means that transparent communication and regular updates are crucial. Their expectations align with the StaySmart+ system’s ability to optimise energy and water usage, reduce CO₂ emissions, and support responsible operations.
Finally, stakeholders in the Minimal Effort quadrant, such as the marketing and HR teams, require only occasional updates, as their influence on the project is limited. However, they should still be monitored for changes in interest or involvement as the project evolves.








[bookmark: _Toc227964528]7.4. RACI Matrix
The RACI matrix helps clarify roles and responsibilities in the StaySmart+ project by identifying who is Responsible, Accountable, Consulted, and Informed for each key activity.
RACI Matrix for StaySmart+ Implementation
	Task / Activity
	Project Manager
	Senior Management
	IT Dept
	HR Dept
	Marketing
	Employees
	Customers

	Approve project plan
	R
	A
	
	
	I
	I
	I

	Secure funding
	R
	A
	
	
	I
	
	I

	Assemble project team
	A
	R
	C
	C
	I
	I
	

	Design StaySmart+ system
	A
	I
	R
	I
	C
	
	

	Develop system (software)
	A
	I
	R
	I
	
	
	

	Pilot testing with users
	R
	
	A
	C
	I
	C
	C

	Staff training
	A
	
	C
	R
	
	R
	

	Marketing & launch
	R
	A
	I
	
	R
	I
	C

	Collect customer feedback
	R
	
	C
	
	A
	
	R



R = Responsible, A = Accountable, C = Consulted, I = Informed
Critical Insight
The RACI matrix clarifies responsibilities and reduces confusion by showing who makes decisions and who performs specific tasks. According to Bourne (2015), clearly defined roles improve coordination and reduce project delays. In this project, the Project Manager plays a central coordinating role, while Senior Management is accountable for strategic decisions such as approval and funding. The IT Department leads technical development, HR supports staff training, and Marketing manages communication and launch activities.
Not all stakeholders are involved in every task, which makes the matrix realistic and aligned with real project environments. Employees and customers are mostly consulted or informed, but their feedback remains essential for successful adoption. A limitation of the RACI model is that responsibilities may overlap in practice, which can lead to delays or minor conflicts if communication is weak
[bookmark: _Toc227964529]7.5. Stakeholder Engagement Plan
Stakeholder engagement focuses on building trust, collaboration, and commitment throughout the StaySmart+ project. Effective engagement ensures that each stakeholder group receives the appropriate level of communication, support, and involvement based on their influence and interest.
Stakeholder Engagement Plan
	Stakeholder
	Engagement Level
	Strategy

	Senior Management
	High engagement
	Regular strategic meetings, performance updates, decision‑making involvement

	Employees
	Medium–high engagement
	Training sessions, support materials, feedback workshops

	Customers
	Continuous engagement
	Surveys, mobile app feedback, pilot testing, online reviews

	IT Vendors
	High collaboration
	Technical meetings, integration workshops, issue‑resolution tracking

	Regulators
	Low engagement
	Compliance reporting, documentation, transparency

	Local Communities / Environmental Groups (e.g., Greenpeace)
	Low–medium engagement
	Public updates, sustainability briefings, addressing environmental concerns, community involvement when relevant



Critical Insight
Engagement strategies must remain flexible throughout the project lifecycle. Although initial engagement levels are defined, stakeholder expectations and influence may shift as the StaySmart+ system evolves. As Bourne (2015) notes, continuous reassessment is essential to ensure that engagement approaches remain aligned with stakeholder needs and minimise resistance to change.

[bookmark: _Toc227964530]7.6. Communication Plan
Effective communication ensures that all stakeholders remain informed, aligned, and supportive throughout the StaySmart+ project. A structured communication plan defines what information is shared, how frequently, and through which channels, ensuring clarity, transparency, and consistency across all stakeholder groups.

	Stakeholder
	Communication Method
	Frequency
	Purpose

	Senior Management
	Formal reports & strategic meetings
	Monthly
	Strategic updates and decision alignment

	Project Manager
	Project meetings; Teams/Zoom
	Weekly
	Progress tracking and coordination

	IT Department
	Technical meetings
	Weekly
	System development progress and issue resolution

	Hotel Employees (Front Desk, Housekeeping, Spa, F&B)
	Training sessions & internal emails
	Bi‑weekly
	Operational updates, training, feedback collection

	Customers
	App notifications & email
	Ongoing
	Service updates and satisfaction monitoring

	AI Vendors / Technology Providers
	Email & virtual meetings
	Bi‑weekly
	Coordination and integration alignment



Critical Insight
Poor communication is one of the leading causes of project failure (PMI, 2021). For the StaySmart+ project, communication must reflect the different levels of power and interest identified in Mendelow’s Matrix. Key Players, such as senior management, the project manager, and IT teams, require frequent and detailed updates to ensure alignment and rapid issue resolution. Keep Satisfied stakeholders, including regulators and investors, need strategic, compliance‑focused communication to maintain confidence.
Stakeholders in the Keep Informed quadrant—such as employees, customers, and environmental groups like Greenpeace—benefit from transparent, accessible communication that builds trust and supports adoption. This is particularly important for sustainability‑focused stakeholders, whose expectations align with StaySmart+ features such as reduced CO₂ emissions and improved resource efficiency
[bookmark: _Toc227964531]7.7 Risk Management Plan
Effective risk management is essential to ensure the successful implementation of the StaySmart+ system. Identifying potential risks early allows Marriott to minimise disruption, maintain stakeholder confidence, and ensure smooth adoption across operational teams.
Key Risks and Mitigation Strategies
• 	Employee Resistance to Change
Staff may feel uncertain about new technologies.
Mitigation: early training, clear communication, hands‑on demonstrations, and continuous support.
• 	Technical Integration Issues
System incompatibility or data migration challenges may delay implementation.
Mitigation: phased rollout, IT testing cycles, vendor collaboration, and contingency planning.
• 	Data Privacy and GDPR Compliance Risks
Mismanagement of guest data could lead to legal consequences.
Mitigation: strict adherence to GDPR, regular audits, encryption, and transparent data handling.
• 	Insufficient Customer Adoption
Guests may not engage with new digital features.
Mitigation: user‑friendly design, in‑app guidance, and targeted communication.
• 	Sustainability Expectations from NGOs and Communities
Environmental groups (e.g., Greenpeace) may expect measurable impact.
Mitigation: transparent reporting, CO₂ reduction tracking, and sustainability updates.
This structured approach ensures that risks are proactively managed, supporting a stable and effective implementation of StaySmart+.
[bookmark: _Toc227964532]8. Stakeholder Engagement Process + 4C’s Model + Conflict Management
[bookmark: _Toc227964533]8.1 Stakeholder Engagement Process (Project Manager Role)
Stakeholder engagement in the StaySmart+ project is a continuous and structured process that ensures all stakeholders remain aligned with project objectives throughout the lifecycle. As the Project Manager, my role is to coordinate communication, manage expectations, and maintain stakeholder commitment to support successful implementation.
The engagement process begins with stakeholder identification, where internal and external groups are mapped according to their influence and interest. Following identification, stakeholders are analysed using tools such as Mendelow’s Matrix to determine appropriate engagement strategies and prioritisation.
The next stage involves communication and involvement. Stakeholders are informed about project goals, timelines, responsibilities, and expected outcomes through structured communication channels. Consistent communication is essential for building trust and reducing uncertainty, as highlighted by Bourne (2015).
Active engagement follows, where key stakeholders—such as senior management, IT teams, and employees—participate in decision‑making system testing, and feedback activities. This increases ownership and reduces resistance to organisational change.
The final stage is monitoring and feedback. Stakeholder responses are continuously reviewed through surveys, meetings, and performance data. This allows the project team to adjust engagement strategies and address emerging concerns promptly.
Project Manager responsibilities in the engagement process include:
• Ensuring transparent and timely communication across all stakeholder groups
• Facilitating collaboration and resolving issues that impact engagement
• Monitoring stakeholder expectations and adjusting strategies when required
• Supporting decision‑making by providing accurate project information
Critical Insight
Effective stakeholder engagement requires continuous effort and adaptability. While structured processes support alignment, stakeholder expectations may shift over time, making ongoing monitoring essential to maintain commitment and minimise resistance.
[bookmark: _Toc227964534]8.2 Application of the 4C’s Model
The 4C’s Model (Communication, Collaboration, Consultation, Commitment) provides a structured approach for managing stakeholder relationships in the StaySmart+ project. It ensures that stakeholders remain informed involved, and supportive throughout the implementation process.
[bookmark: _Toc227964535]8.2.1 Communication
Communication forms the foundation of stakeholder engagement. In the StaySmart+ project, communication is maintained through meetings, reports, emails, and digital platforms. Clear and consistent messaging ensures that stakeholders understand project objectives, progress and changes.  A key challenge is avoiding information overload, which may reduce message effectiveness if not managed carefully.
[bookmark: _Toc227964536]8.2.2 Collaboration
Collaboration involves working closely with stakeholders to achieve shared goals. In this project, collaboration occurs between IT teams, senior management, and employees during system design testing, and refinement.  This approach enhances innovation and ensures that the system meets operational needs. However, collaboration may slow decision‑making when stakeholders hold conflicting views.
[bookmark: _Toc227964537]8.2.3 Consultation
Consultation focuses on gathering stakeholder feedback before making decisions. Employees and customers are consulted through surveys workshops, and pilot testing to understand their expectations and concerns.  This reduces resistance to change and increases acceptance of the new system. The limitation is that consultation requires additional time and resources, which may extend project timelines.
[bookmark: _Toc227964538]8.2.4 Commitment
Commitment ensures that stakeholders remain engaged and supportive of project objectives. Senior management commitment is essential for securing funding and strategic direction, while employee commitment is critical for successful system adoption. Without strong commitment, even well‑designed systems may face implementation challenges.
Critical Insight
The 4C’s Model strengthens stakeholder engagement by promoting transparency, involvement, and shared ownership. However, each component requires careful balancing to avoid delays, conflicting expectations, or communication fatigue. Effective application of the model depends on continuous monitoring and adaptation throughout the project lifecycle.
[bookmark: _Toc227964539]8.3 Conflict Management in Stakeholder Engagement
Conflicts are likely to arise in the StaySmart+ project due to differing stakeholder interests, priorities, and expectations. According to PMBOK (2021), early identification and structured conflict resolution are essential for maintaining project stability and stakeholder commitment. As the Project Manager, my responsibility is to recognise potential conflicts, address them proactively, and ensure that disagreements do not disrupt project progress.
	Conflict Source
	Stakeholder Group
	Management Strategy

	Resistance to AI technology
	Employees
	Transparent communication, training, involvement in testing

	Budget limitations
	Senior Management
	Negotiation, cost–benefit justification, phased implementation

	Data privacy concerns
	Customers & Regulators
	Compliance documentation, security briefings, clear data policies

	Technical challenges
	IT Teams
	Collaboration, issue‑resolution meetings, additional technical support

	Conflicting priorities
	Management & Operational Staff
	Mediation, alignment workshops, prioritisation sessions

	Unclear responsibilities
	Cross‑functional Teams
	Clarifying roles, RACI updates, structured coordination



Conflict Management Strategies
• Communication – Open, transparent communication reduces misunderstandings and ensures stakeholders remain informed about project changes and risks.
• Negotiation – Used to balance competing interests, such as cost control versus system quality.
• Collaboration – Encourages stakeholders to work toward shared goals rather than individual priorities.
• Mediation – The Project Manager may act as a neutral facilitator to resolve disagreements between stakeholder groups.
Critical Insight
Effective conflict management strengthens stakeholder relationships and reduces project risks. However, unresolved conflicts can escalate quickly, especially in technology‑driven projects. Continuous monitoring, early intervention, and structured communication are essential to maintain alignment and prevent delays.

[bookmark: _Toc227964540]8.4 Critical Evaluation of Engagement Process
The stakeholder engagement process used in the StaySmart+ project provides a structured approach that improves transparency, reduces resistance, and strengthens decision‑making. Research by PMI (2021) shows that projects with strong stakeholder engagement are significantly more likely to meet their objectives, which aligns with the positive outcomes observed in this project. The use of tools such as Mendelow’s Matrix and the 4C’s Model supports prioritisation, communication, and relationship management, ensuring that key stakeholders remain informed and involved throughout the project lifecycle.
However, the engagement process also presents several limitations. Effective engagement requires continuous time, resources, and coordination, which may place additional pressure on the project team. Excessive consultation can slow decision‑making, particularly when stakeholders hold conflicting views or when collaboration involves multiple departments. Furthermore, communication challenges—such as information overload or inconsistent messaging—may reduce stakeholder clarity and create misunderstandings if not managed carefully.
Overall, the engagement process must balance structure with flexibility. While formal tools and communication plans provide clarity, the Project Manager must adapt engagement strategies as stakeholder expectations evolve. Continuous monitoring, selective consultation, and targeted communication are essential to ensure that engagement activities support project progress rather than delay it.

[bookmark: _Toc227964541]    9. Evaluation of Stakeholder Engagement Impact + Recommendations
[bookmark: _Toc227964542]9.1 Impact of Stakeholder Engagement on Business Performance
Effective stakeholder engagement positively influences the StaySmart+ project by improving decision making, ensuring realistic planning, and reducing implementation risks. Customer involvement enhances service quality and personalisation, leading to higher satisfaction and competitive advantage. Engagement also reduces resistance to change, improving system adoption and operational continuity. However, engagement requires resources, and conflicts may arise due to differing stakeholder expectations. Overall, strong engagement supports long‑term trust, brand reputation, and sustainable performance (Freeman, 1984).
[bookmark: _Toc227964543]9.2 Critical Evaluation
The StaySmart+ system can further support sustainability by optimising energy and water usage, especially in facilities such as pools, spas, and laundry operations. AI‑driven analytics can reduce unnecessary washing cycles, minimise water waste, and improve the efficiency of heating and cooling systems. By integrating local suppliers for food and beverage services, Marriott can reduce transportation emissions and strengthen community partnerships.
[bookmark: _Toc227964544]9.3 Recommendations
1. Improve Digital Communication Systems
Implement a centralised communication platform to ensure consistent, timely updates and reduce information gaps.
2. Provide Continuous Employee Training
Ongoing training will reduce resistance to AI technologies and improve system adoption.
3. Strengthen Feedback Mechanisms
Regular feedback from customers and employees through surveys and app‑based tools will support continuous improvement.
4. Strengthen Sustainability Initiatives
Integrate AI‑based monitoring of water and energy consumption, expand partnerships with local suppliers, and promote low‑emission transport options for guests.
[bookmark: _Toc227964545]9.4 Overall Evaluation
Stakeholder engagement positively influences the StaySmart+ project by improving communication, strengthening relationships, and supporting successful delivery. However, it must be managed carefully to avoid delays and miscommunication.
Using Elkington’s (1994) Triple Bottom Line framework, the StaySmart+ system contributes to improved guest experience (People), reduced resource consumption (Planet), and greater operational efficiency (Profit). This demonstrates that effective stakeholder engagement supports not only operational success but also long‑term sustainability and organisational value.
The success of Marriott’s AI‑based service depends not only on technology, but also on how effectively people are engaged throughout the project lifecycle.








[bookmark: _Toc227964546]10. Conclusion 
This report has demonstrated that stakeholder engagement is a critical factor in the successful implementation of the StaySmart+ project at Marriott International. The analysis showed that stakeholders vary in power, interest, and expectations, making structured engagement essential for reducing resistance, improving decision‑making, and ensuring effective system adoption. Tools such as Mendelow’s Matrix, the RACI model, and the 4C’s framework helped clarify roles and communication needs, supporting a more coordinated and transparent implementation process.
The evaluation highlighted that engagement is resource‑intensive and must be continuously adapted to the fast‑moving nature of digital transformation. However, when managed effectively, it strengthens collaboration enhances customer satisfaction, and supports long‑term organisational performance. Using Elkington’s (1994) Triple Bottom Line framework, the StaySmart+ project contributes to improved guest experience (People), reduced resource consumption (Planet), and greater operational efficiency (Profit).
Overall, the success of StaySmart+ depends not only on technological innovation but also on Marriott’s ability to build strong, sustainable relationships with its stakeholders.
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