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1.0 Introduction:
This report focuses on the InterContinental Hotels Group (IHG), one of the world’s largest and most internationally recognised hospitality organisations, headquartered in Denham, Buckinghamshire, United Kingdom. Established in 2003 following its separation from the Bass Brewery Group, IHG has grown into a global leader in the hospitality sector. As of 2023, the company operates more than 6,300 hotels across 100 countries, representing over 910,000 guest rooms and employing approximately 345,0600 people worldwide (IHG, 2023). Its extensive portfolio includes well‑known brands such as InterContinental, Holiday Inn, Crowne Plaza, Kimpton, voco, and Regent, each serving different customer segments ranging from luxury to economy. 
In addition to accommodation services, IHG hotels host a wide range of events, conferences, business meetings, and weddings, providing dedicated facilities and professional event‑management teams across their global properties. This operational capability positions the group as a key provider not only for leisure and business travel but also for corporate and social events, strengthening its role within the wider hospitality and events industry. 
IHG’s purpose is to deliver True Hospitality for Good, emphasising authentic service, inclusivity, and responsible leadership. Its long‑term sustainability strategy, Journey to Tomorrow, reflects the organisation’s commitment to achieving net‑zero carbon emissions, promoting community wellbeing, and enhancing diversity and inclusion across all markets (IHG, 2023). These values reinforce the importance of strong stakeholder relationships and ethical engagement. 
Furthermore, IHG continues to advance its digital capabilities through innovations such as the IHG One Rewards App and IHG Studio, which use artificial intelligence and data analytics to enhance service personalisation and operational efficiency (Smith,2022). With this background, the introduction of the new StaySmart+ service aligns closely with IHG’s strategy of combining technological innovation with sustainable and customer‑focused hospitality.
2.0 Strategic Appraisal of IHG Using SWOT Analysis: PESTLE Analysis
InterContinental Hotels Group (IHG) operates within a highly competitive and rapidly evolving global hospitality industry. To evaluate its strategic position in relation to the StaySmart+ initiative, a SWOT analysis is applied to assess the organisation’s internal strengths and weaknesses, alongside external opportunities and threats. This framework provides a structured approach to understanding how IHG can leverage its capabilities while addressing potential risks.
IHG’s key strengths lie in its extensive global presence and strong brand portfolio. With over 6,300 hotels across more than 100 countries, the company benefits from significant market reach and brand recognition. Its diverse portfolio, including luxury and mid-scale brands, enables it to target a wide range of customer segments. Additionally, IHG’s continued investment in digital transformation, such as the IHG One Rewards platform and AI-driven services, provides a strong foundation for the implementation of StaySmart+. The organisation’s sustainability strategy, Journey to Tomorrow, further enhances its reputation and strengthens stakeholder trust, positioning IHG as a responsible and forward-thinking company.
However, several internal weaknesses may limit the effectiveness of the StaySmart+ rollout. The complexity of operating across multiple international markets can lead to inconsistencies in service quality and technology adoption. Furthermore, IHG’s reliance on a franchise business model means that individual hotel owners may differ in their willingness or ability to implement new systems, potentially affecting standardisation. Previous concerns related to cybersecurity and data management also present challenges, particularly as StaySmart+ relies heavily on AI and data-driven technologies. These issues may reduce stakeholder confidence if not carefully managed.
Externally, IHG faces significant opportunities that support the development of StaySmart+. There is increasing demand for smart technologies, personalised services, and contactless experiences within the hospitality sector, trends that have accelerated following the COVID-19 pandemic. This creates a favourable environment for innovative solutions such as StaySmart+. Additionally, opportunities exist through partnerships with technology providers and expansion into emerging markets, where demand for modern and efficient hospitality services is growing. These factors suggest that IHG is well-positioned to capitalise on industry trends if it successfully aligns its strategy with customer expectations.
Despite these opportunities, several threats must be considered. The global hospitality industry is highly competitive, with major competitors such as Marriott and Hilton continuously investing in similar technological innovations. Economic uncertainty, including inflation and fluctuations in international travel demand, may also impact revenue and investment capacity. Furthermore, rapid technological change requires ongoing financial commitment, increasing operational costs. Regulatory pressures, particularly regarding data protection laws such as GDPR, present additional risks, as non-compliance could damage IHG’s reputation and result in financial penalties.
Overall, the SWOT analysis demonstrates that IHG possesses strong strategic capabilities to support the implementation of StaySmart+, particularly through its global scale, brand strength, and digital innovation. However, the success of the initiative will depend on the organisation’s ability to manage internal complexities, ensure consistent adoption across its franchise network, and address external risks such as competition and regulatory compliance. By leveraging its strengths and proactively mitigating its weaknesses and threats, IHG can enhance its competitive advantage and deliver long-term value through the StaySmart+ project.
2.1 PESTLE Analysis
A PESTLE analysis further evaluates the external macro-environment influencing InterContinental Hotels Group and the implementation of StaySmart+. Politically, the company must comply with international regulations and government policies affecting the hospitality sector, particularly in relation to data protection and employment laws. Economically, factors such as inflation, exchange rate fluctuations, and global travel demand can influence revenue and investment capacity. Social trends show increasing customer expectations for personalised, technology-driven, and wellness-focused experiences, supporting the relevance of StaySmart+. Technologically, rapid advancements in artificial intelligence and digital platforms create both opportunities for innovation and challenges related to cybersecurity and system integration. Legally, strict regulations such as GDPR require careful handling of customer data to avoid financial and reputational risks. Environmentally, growing pressure for sustainable operations aligns with IHG’s Journey to Tomorrow strategy, encouraging energy efficiency and responsible resource management. Overall, the PESTLE analysis highlights that while the external environment presents strong opportunities for innovation, it also requires careful risk management and regulatory compliance.

3.0 Identifying Key Stakeholders
Effective stakeholder identification is essential to the successful implementation of IHG’s AI-driven wellness service, StaySmart+. According to Freeman (1984), organisations must consider all individuals and groups who can influence or are influenced by their activities. Given IHG’s global operations, stakeholder identification requires a structured approach that integrates both internal and external perspectives while adapting to local market conditions.
Internal stakeholders play a critical role in the strategic and operational delivery of StaySmart+. The Executive Board holds the highest level of authority, providing strategic direction, financial approval, and governance. Closely linked to this, the Project Sponsor—typically a senior executive such as the Senior Vice President for Innovation—is responsible for ensuring that the project aligns with IHG’s digital transformation and sustainability objectives. The Project Manager oversees day-to-day coordination, facilitating communication across departments and ensuring that milestones are achieved.
Operational and technical stakeholders are equally important. The Product Development and IT teams are responsible for designing, testing, and integrating the wearable technology into existing hotel systems. Their work is fundamental to ensuring reliability, functionality, and data security. Meanwhile, Marketing and Sales teams promote StaySmart+ by communicating its value proposition to customers and gathering market insights. At the operational level, Hotel Managers are responsible for implementing the service within their properties, while frontline staff—including receptionists, concierge, and housekeeping teams—directly interact with guests and influence their experience of the new technology.
External stakeholders also have a significant impact on the project’s success. Customers represent the most influential group in terms of adoption and long-term viability, as their feedback shapes service improvement and satisfaction. Technology suppliers and partners provide the infrastructure and expertise required to deliver and maintain the service. Regulatory bodies, particularly those responsible for data protection and health standards, ensure compliance with legal frameworks such as GDPR, making them critical high-power stakeholders.
In addition, investors and shareholders influence strategic decisions by expecting strong financial performance and sustainable returns. Local communities are affected through employment opportunities, tourism activity, and environmental impact, while non-governmental organisations (NGOs) contribute by monitoring ethical and sustainability practices.
Applying Mendelow’s (1991) power-interest matrix helps to prioritise these stakeholders. The Executive Board and Project Sponsor fall into the high-power, high-interest category and require close management. Customers, employees, and hotel managers demonstrate high interest but lower power, requiring consistent engagement and communication. Regulators possess high power but lower interest, making compliance-focused interaction essential. Community groups and NGOs should be monitored and engaged to maintain trust and corporate reputation.
In conclusion, early identification and classification of stakeholders enables IHG to allocate resources effectively, manage risks, and foster collaborative relationships. This structured approach supports the successful delivery of StaySmart+ while creating long-term value for both the organisation and its stakeholders.
	Stakeholder Group
	Role
	Interest
	Power
	Key Challenges
	Engagement Strategy

	Executive Board
	Strategic decisions, funding
	High
	High
	Risk management, ROI pressure
	Regular reports, meetings

	Project Sponsor
	Project approval, oversight
	High
	High
	Aligning global strategy
	Direct communication

	Project Manager
	Coordination, delivery
	High
	Medium
	Managing conflicts, deadlines
	Continuous engagement

	IT & Product Team
	System development
	High
	Medium
	Cybersecurity, integration
	Workshops, feedback loops

	Marketing & Sales
	Promotion, customer targeting
	High
	Medium
	Communicating complex tech
	Campaign updates

	Hotel Managers
	Operational implementation
	High
	Low
	Staff training, adaptation
	Training sessions

	Frontline Staff
	Customer interaction
	High
	Low
	Resistance, skill gaps
	Support and training

	Customers
	Service users
	High
	Low
	Privacy concerns
	Surveys, feedback

	Suppliers
	Technology providers
	Medium
	Medium
	Delivery delays
	Contracts, meetings

	Regulators
	Legal compliance
	Medium
	High
	GDPR, legal risks
	Compliance reports

	Communities/NGOs
	Social/environmental impact
	Low
	Low
	Sustainability concerns
	CSR initiatives








4.0 Roles and Responsibilities of Stakeholders
Understanding the roles and responsibilities of stakeholders involved in the StaySmart+ project is essential to ensure its effective design, implementation, and long-term success. Each stakeholder group contributes in different ways, and the ability of InterContinental Hotels Group (IHG) to coordinate these contributions directly influences project outcomes and overall business performance. Establishing transparent and collaborative relationships is therefore critical to balancing expectations, minimising conflict, and achieving shared objectives across global markets.
At a strategic level, the Executive Board holds overall decision-making authority, including financial approval and performance oversight. Their role involves monitoring project progress, assessing risks, and ensuring alignment with IHG’s broader sustainability strategy, Journey to Tomorrow. The Project Sponsor assumes ultimate accountability for the project’s success, acting as the key link between strategic vision and operational delivery. However, maintaining consistency across diverse international markets while balancing innovation with financial performance can create strategic challenges. If not effectively managed, this may lead to misalignment between corporate objectives and local implementation, potentially affecting project success.
The Project Manager plays a central coordinating role, linking departments, suppliers, and hotel operations. Responsibilities include project planning, budgeting, scheduling, and reporting to senior leadership. Beyond technical management, this role requires strong interpersonal skills to foster collaboration and stakeholder engagement. As noted by Ashcroft (2017), successful stakeholder management depends on trust and empathy. A key challenge for the Project Manager is managing competing priorities while ensuring all stakeholders remain informed and aligned. Failure to do so may result in communication breakdowns, delays, and reduced efficiency across the project.
IT and Product Development teams are responsible for designing, implementing, and maintaining the technological infrastructure of StaySmart+. This includes integrating AI-driven solutions, ensuring data security, and supporting system functionality across hotels. Their contribution enhances operational efficiency and enables a more personalised guest experience. However, they must continuously address challenges such as cybersecurity risks, rapid technological change, and compatibility with existing systems. These issues, if not effectively controlled, may disrupt operations and negatively impact service quality and customer satisfaction.
Marketing and Sales departments focus on promoting StaySmart+ and communicating its value to both customers and internal stakeholders. Marketing teams develop campaigns, branding strategies, and training materials, while sales teams target key market segments to maximise revenue opportunities. Although their work supports brand growth and customer loyalty, they face the challenge of simplifying complex technological features into accessible messages while ensuring compliance with data protection regulations such as GDPR. Ineffective communication in this area may lead to customer confusion, reduced trust, and lower adoption rates, ultimately affecting the commercial success of the project.
Hotel Managers act as a critical link between corporate strategy and daily operations. They are responsible for overseeing implementation at property level, managing staff training, and ensuring consistent service delivery. Frontline employees, including receptionists and guest service staff, interact directly with customers by assisting with wearable devices and explaining their functionality. Their role has a direct impact on customer satisfaction and overall service quality. However, these employees may experience pressure to adapt quickly to new technologies or concerns about job security. This may lead to resistance to change, reduced motivation, and inconsistencies in service delivery, which could negatively impact the guest experience if not properly addressed through training and support.
External stakeholders also play a significant role. Suppliers and technology partners are responsible for delivering reliable products and supporting system integration, while regulatory bodies ensure compliance with legal and ethical standards, particularly in areas such as data protection and sustainability. Local communities benefit from economic activity, while NGOs provide oversight on environmental and social impact. However, differences in priorities, regulatory frameworks, and communication practices may create challenges that require careful management to avoid delays or reputational risks.
Overall, each stakeholder contributes distinct value to the StaySmart+ project, from strategic leadership and innovation to operational delivery and customer experience. However, their differing expectations and priorities may also create potential conflicts and inefficiencies if not effectively managed. Therefore, IHG’s ability to clearly define, coordinate, and align these roles through structured communication and stakeholder management strategies is fundamental to achieving long-term success.

5.0 Frameworks, Models and Theories to Engage Stakeholders
Stakeholder engagement is most effective when supported by structured frameworks and established management models. InterContinental Hotels Group (IHG) applies a combination of analytical tools and communication strategies to ensure that all stakeholders involved in the StaySmart+ project clearly understand their roles and remain committed throughout implementation. Key tools include the stakeholder matrix, stakeholder engagement plan, communication plan, and the RACI matrix. Collectively, these frameworks enhance clarity, accountability, and collaboration across departments and international markets, ultimately supporting project performance and reducing the risk of misalignment.
The stakeholder matrix, developed by Mendelow (1991), categorises stakeholders based on their level of power and interest. Within IHG, the Executive Board and Project Sponsor fall into the high-power, high-interest quadrant, requiring close management and continuous engagement. Hotel managers and frontline staff demonstrate high interest but lower power, meaning they should be regularly informed and actively involved through feedback mechanisms. Regulators possess high power but relatively lower interest, requiring formal compliance communication, while community partners typically have lower power and interest but still require monitoring to protect organisational reputation. While this structured mapping enables IHG to prioritise communication efforts, over-reliance on the model may result in lower-power stakeholders being overlooked. This can create operational resistance and reduce the effectiveness of project implementation, highlighting the importance of maintaining a balanced engagement approach.
The stakeholder engagement plan defines how IHG interacts with each stakeholder group. In the StaySmart+ project, this includes regular meetings with the Project Sponsor, monthly progress reports to the Executive Board, collaborative workshops with suppliers, and structured training sessions for hotel staff. Additionally, customer feedback is gathered through both digital surveys and in-person interactions, providing valuable insights into guest experiences. As highlighted by Ashcroft (2017), effective engagement relies on trust, consistency, and a deep understanding of stakeholder perspectives. However, if engagement strategies are not adapted to different stakeholder needs, communication may become ineffective, leading to reduced participation and limited stakeholder commitment.
A well-defined communication plan is essential in a global organisation where cultural and linguistic differences may create barriers. IHG utilises digital platforms such as Microsoft Teams and its internal intranet to distribute real-time updates and training materials across regions. Communication is tailored according to stakeholder needs: executives receive high-level strategic reports, while operational staff are provided with detailed guidance. External stakeholders, including customers and communities, are engaged through press releases and newsletters that highlight sustainability initiatives and data privacy practices. This targeted approach supports consistent messaging and strengthens stakeholder trust. However, ineffective communication or lack of clarity may lead to misunderstandings, reduced engagement, and potential reputational risks.
The RACI matrix (Responsible, Accountable, Consulted, Informed) further clarifies roles and responsibilities within the project. For example, the Project Manager is responsible for task coordination, while the Project Sponsor is accountable for final decisions. Department heads are consulted during key stages, and employees are kept informed through regular updates. According to CIPD (2023), clearly defined responsibilities improve efficiency and teamwork. In the context of StaySmart+, the RACI framework reduces role ambiguity, prevents duplication of work, and supports faster decision-making. Nevertheless, if not regularly reviewed, the matrix may become outdated, leading to confusion and reduced accountability.
These frameworks are underpinned by Freeman’s (1984) Stakeholder Theory, which emphasises the importance of creating mutual value for both organisations and their stakeholders. By adopting this perspective, IHG moves beyond transactional relationships and focuses on long-term collaboration, which is essential for sustaining competitive advantage in a global hospitality environment.
In conclusion, the use of structured frameworks such as the stakeholder matrix, engagement plan, communication plan, and RACI matrix enables IHG to manage complex stakeholder relationships more effectively. When applied critically and adapted to stakeholder needs, these tools enhance communication, reduce conflict, and support sustainable organisational performance.








Stakeholder Engagement Challenges in StaySmart+
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6.0 Stakeholder Engagement Process and Conflict Management
Effective stakeholder engagement is a continuous and strategic process that requires careful planning, communication, and relationship management. As Project Manager of the StaySmart+ initiative at InterContinental Hotels Group (IHG), it is essential to adopt a structured approach that ensures all stakeholders remain informed, involved, and aligned with project objectives. The 4C’s model—communication, coordination, cooperation, and collaboration—provides a comprehensive framework to guide stakeholder engagement while also supporting effective conflict management across diverse stakeholder groups.
The first stage of the process is stakeholder analysis and planning. Building on tools such as Mendelow’s matrix, stakeholders are prioritised according to their power and interest. This enables the development of tailored engagement strategies that reflect stakeholder expectations, influence, and potential impact on the project. Early identification is particularly important in a global organisation like IHG, where cultural, operational, and regulatory differences may influence stakeholder behaviour and perceptions. Failure to accurately assess stakeholder influence at this stage may result in ineffective engagement strategies and increased risk of conflict later in the project.
Communication forms the foundation of effective stakeholder engagement. As Project Manager, it is essential to establish clear, consistent, and transparent communication channels across all organisational levels. Digital platforms such as Microsoft Teams, combined with structured reporting and feedback mechanisms, ensure stakeholders receive timely and relevant information. Communication must also be adapted to different stakeholder groups: executives require strategic insights, while operational staff need practical guidance. Importantly, communication should be two-way, enabling stakeholders to share feedback and raise concerns. Poor communication is one of the primary causes of stakeholder conflict; therefore, clarity and openness are critical to preventing misunderstandings and misalignment.
Coordination focuses on aligning activities, resources, and timelines across departments and stakeholder groups. In the StaySmart+ project, this involves integrating the efforts of IT teams, hotel managers, suppliers, and marketing departments. The use of tools such as the RACI matrix ensures that roles and responsibilities are clearly defined, reducing duplication and improving efficiency. Regular meetings and shared timelines support effective coordination and help manage task dependencies. However, inadequate coordination may lead to delays, inefficiencies, and increased tension between stakeholders, particularly when expectations are not met.
Cooperation emphasises the importance of building positive relationships and encouraging stakeholders to work towards shared goals. This requires trust, mutual respect, and a clear understanding of the benefits associated with the project. For example, employees must recognise how StaySmart+ enhances service delivery, while suppliers benefit from long-term partnerships. As Project Manager, fostering cooperation involves active listening, addressing concerns proactively, and recognising stakeholder contributions. Without cooperation, stakeholders may become disengaged, increasing resistance to change and reducing overall project effectiveness.
Collaboration represents a deeper level of engagement, where stakeholders actively contribute to decision-making and problem-solving. In the StaySmart+ project, this may involve working closely with technology partners to improve system functionality or incorporating customer feedback into service design. Cross-functional collaboration within IHG enhances innovation, improves decision quality, and strengthens long-term relationships. However, achieving effective collaboration requires strong leadership and the ability to manage diverse perspectives and potential conflicts.
Despite these structured approaches, conflict is inevitable in complex, multi-stakeholder projects. Common sources of conflict include competing priorities, limited resources, resistance to technological change, and differing stakeholder expectations. To manage conflict effectively, the Project Manager must adopt a proactive approach that emphasises early identification and resolution. Open communication allows issues to be addressed before they escalate, while negotiation and compromise help achieve mutually beneficial outcomes. In more complex situations, mediation may be necessary to resolve disagreements between internal teams or external partners.
Cultural differences across IHG’s global operations may further increase the potential for misunderstanding and conflict. Therefore, cultural awareness and adaptability are essential in managing stakeholder relationships effectively. Establishing clear expectations, roles, and performance objectives can also reduce ambiguity, which is a common source of conflict.
In conclusion, the 4C’s model provides a structured and practical framework for managing stakeholder engagement and conflict within the StaySmart+ project. By effectively applying communication, coordination, cooperation, and collaboration, the Project Manager can strengthen stakeholder relationships, reduce conflict, and ensure alignment across all levels of the organisation. This integrated approach is essential for successfully delivering a complex, technology-driven initiative within a global hospitality environment.


7.0 Impact of Stakeholder Engagement on Business Performance and Recommendations
7.1 Impact on Business Performance
Effective stakeholder engagement plays a critical role in influencing organisational performance, particularly in large-scale and technology-driven projects such as StaySmart+. For InterContinental Hotels Group (IHG), strong engagement practices can directly enhance operational efficiency, customer satisfaction, brand reputation, and long-term financial performance, while poor engagement may create significant strategic and operational risks.
One of the most significant impacts of stakeholder engagement is improved operational performance. When internal stakeholders—such as managers, IT teams, and frontline staff—are effectively engaged, they are more likely to understand project objectives and execute their responsibilities efficiently. Clear communication and well-defined roles reduce errors, duplication of work, and delays. This is particularly important in the implementation of StaySmart+, where effective coordination between technological systems and service delivery is essential. However, if engagement is weak, misalignment between departments may occur, leading to inefficiencies and reduced service quality.
Customer engagement also has a direct impact on business performance. By actively collecting and responding to guest feedback, IHG can continuously refine the StaySmart+ service to better meet customer expectations. Personalised and technology-enhanced experiences increase customer satisfaction, which in turn drives loyalty, positive reviews, and repeat business. In a highly competitive hospitality market, the ability to deliver consistent and innovative customer experiences represents a key source of competitive advantage. Conversely, failure to engage customers effectively may result in low adoption of new technologies and reduced return on investment.
Stakeholder engagement further contributes to strengthening brand reputation. Transparent communication with external stakeholders—including communities, regulators, and non-governmental organisations—demonstrates corporate responsibility and ethical business practices. IHG’s alignment with sustainability goals, such as its Journey to Tomorrow strategy, enhances its public image and builds trust among stakeholders. A strong reputation not only attracts customers but also increases investor confidence and supports long-term partnerships. However, poor stakeholder communication or lack of transparency may lead to reputational damage, particularly in areas such as data privacy and sustainability.
Financial performance is also closely linked to stakeholder engagement. Engaged investors and shareholders are more likely to support long-term strategic initiatives, while satisfied customers contribute to increased revenue and occupancy rates. In addition, effective engagement reduces the likelihood of costly project failures, delays, or operational disruptions. Nevertheless, stakeholder engagement requires significant investment in time, resources, and management effort. If not carefully managed, these costs may outweigh the benefits, particularly in complex global projects where stakeholder expectations differ significantly.
Despite its advantages, stakeholder engagement also presents challenges. Managing diverse stakeholder expectations across multiple regions can be complex, and conflicting interests may slow down decision-making. Cultural differences, regulatory variations, and resistance to change may further complicate engagement efforts. Therefore, stakeholder engagement must be viewed not only as a benefit but also as a strategic process that requires continuous evaluation and adaptation.

7.2 Recommendations
To maximise the positive impact of stakeholder engagement on business performance, several strategic recommendations can be proposed.
Firstly, IHG should invest in advanced digital communication platforms that support real-time collaboration, knowledge sharing, and feedback across global teams. This would enhance transparency, improve decision-making speed, and reduce communication gaps between stakeholders.
Secondly, continuous training and development programmes should be prioritised to ensure that employees are confident in using new technologies and capable of engaging effectively with both internal and external stakeholders. This is particularly important in reducing resistance to change and maintaining service quality.
Thirdly, IHG should adopt a more data-driven approach to stakeholder engagement. By analysing customer feedback, employee performance, and stakeholder satisfaction metrics, the organisation can identify trends, measure engagement effectiveness, and make more informed strategic decisions. This would allow for continuous improvement and better alignment with stakeholder expectations.
Fourthly, strengthening long-term partnerships with technology providers, suppliers, and external stakeholders can enhance innovation and support sustainable growth. Collaborative relationships enable knowledge sharing and improve the organisation’s ability to respond to changing market conditions.
Finally, stakeholder engagement should be embedded within IHG’s organisational culture. Promoting values such as transparency, inclusivity, and collaboration at all levels of the organisation will ensure that engagement is not treated as a one-time activity, but as an ongoing strategic priority. Leadership plays a critical role in modelling these behaviours and reinforcing their importance across the business.
In conclusion, stakeholder engagement has a significant and measurable impact on business performance at IHG. When managed effectively, it enhances operational efficiency, customer satisfaction, and financial outcomes while strengthening organisational reputation. By adopting a strategic, data-driven, and continuous approach to engagement, IHG can maximise the long-term success of the StaySmart+ initiative.
8.0 Conclusion
In conclusion, effective stakeholder engagement is a fundamental component of successful project management, particularly within a complex and global organisation such as InterContinental Hotels Group (IHG). This report has demonstrated how the identification, analysis, and strategic management of stakeholders are critical to the successful implementation of the StaySmart+ initiative.
The analysis highlighted the importance of clearly defining stakeholder roles and responsibilities to ensure that each group contributes effectively to project objectives. The application of structured frameworks, including Mendelow’s stakeholder matrix, stakeholder engagement plans, communication strategies, and the RACI model, provides practical tools for managing complex stakeholder relationships and ensuring alignment across the organisation.
Furthermore, the use of the 4C’s model—communication, coordination, cooperation, and collaboration—emphasises the importance of maintaining strong and continuous stakeholder relationships throughout the project lifecycle. This approach not only reduces the likelihood of conflict but also enhances teamwork, innovation, and decision-making processes.
The evaluation also demonstrated that stakeholder engagement has a direct and significant impact on business performance, influencing operational efficiency, customer satisfaction, financial outcomes, and organisational reputation. However, it also requires continuous investment, strategic planning, and adaptability to manage challenges such as conflicting stakeholder interests and global complexity.
Overall, for IHG to successfully deliver the StaySmart+ project, it must adopt a proactive and integrated approach to stakeholder engagement. By fostering transparent communication, building trust, and encouraging collaboration, the organisation can create sustainable value and achieve long-term competitive advantage in the hospitality industry.
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