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Understanding The Improtance Of stakeholder Engagement in Sucessful Commencement and Completion of Project Report.
                                              
                                        INTRODUCTION
                                   
 For this report, the selected organisation is Hilton one of the leading international hotel and hospitality groups operating in the United Kingdom and across the world. According to (Hilton, 2024) Hilton has strong presence in major cities such as London and Birmingham. Serving a wide rang of international and domestic travellers. Due to its global reputation, high service standards and large international network of hotels. Hilton represents a suitable example of a hospitality organisation that continuously introduces innovative services. Furthermore  improve the guest experience and maintain a competitive advantage in the global market.
The hospitality industry is constantly evolving as guest expectations continue to change. Modern travellers increasingly expect hotels to offer more personalised, convenient and technology driven experiences. At the same time there is growing awareness about sustainability and environmentally. Responsible practices within the tourism and hospitality sector. As a result many international hotel groups are investing in digital technologies and sustainable initiatives. To meet these new expectations and improve the overall guest experience.
In response to these trends  Hilton is preparing to launch a high value, premium service experience for consumers called StaySmart+. This service aims to enhance the guest experience by integrating artificial intelligence (AI). Ways to engage guests, plan trips to their needs and offer greener extra facilities. The purpose of StaySmart+ is to improve guest comfort. Increase efficiency during the hotel stay and strengthen the company’s brand image. As an innovative and responsible hospitality provider. The service is expected to be launched across selected Hilton hotels worldwide within the next six months.
However, the successful development and implementation of StaySmart+ requires effective involvement . Cooperation from a diverse group of stakeholders these include both internal stakeholders such as hotel management and employees (Hilton, 2024).
Company Appraisal SWOT and PESTLE Analysis
This section provides an appraisal of Hilton Worldwide. (Helms & Nixon, 2010) Explains that in order to understand its internal capabilities and the external environment in which it operates.Two commonly used strategic analysis tools  SWOT analysis and PESTLE analysis.                            
                  
SWOT Analysis
 Strengths
One of Hilton’s main strengths is its strong global brand reputation and presence in many international markets.The company is widely recognised for high service standards and quality hospitality experiences. Another strength is its large network of hotels and loyal customer base.Which allows the company to introduce new services such as StaySmart+ across multiple locations. In addition Hilton has strong financial resources and advanced technology systems that support innovation and digital transformation.
Weaknesses
Despite its strengths Hilton also faces several weaknesses. The large size of the organisation can sometimes make decision making slower. Especially when implementing new services across international markets. In addition introducing advanced technologies such as AI driven guest services. May require significant investment and staff training. Some employees may also resist changes to new digital systems if they are not properly trained or supported.
Opportunities
There are several opportunities for Hilton in the global hospitality market. The demand for personalised travel experiences and smart technology services is growing rapidly. The introduction of StaySmart+ can help Hilton attract modern travellers. Who value convenience, technology and sustainability. Furthermore increasing global tourism and business travel create opportunities. For Hilton to expand its services and strengthen its competitive advantage.
Threats
Hilton also faces threats from strong competitors in the international hospitality industry such as Marriott International and Inter Continental Hotels Group. Economic uncertainty global crises or changes in travel demand. Can also negatively affect hotel occupancy and revenue. Additionally data privacy concerns related to AI technology may create challenges if not managed carefully.
                                 

                                 
                            PESTLE Analysis
Political factors.The political factor affects Hilton through government regulation on tourism, data protection and international. Travel policies  influence hotel operations that changes in visa rules and travel restriction wich reduce the number of international guests staying in hotels. Additionally government regulates areas such as taxation, tourism laws and safety standard.Therefore Hilton must comply with in every country it operartes.
Economic factors such as inflation exchange rates and global economic conditions influence travel demand and consumer spending on hospitality services. During economic downturns, consumers tend to reduce spending on travel and luxury accommodation which can lower Hilton,s revenue.
Social factors show that travellers increasingly prefer personalised experiences digital services and sustainable accommodation options.Hilton responds to this by offering tailored services, loyalty programmes and mobile check in options. Customer expectations are higher than ever therefore Hilton must continuously innovate its service experience to stay competitive.
Technological factors are highly important as new technologies such as artificial intelligence and mobile apps. Smart hotel systems are transforming the hospitality industry.For example, Hilton uses digital check in,mobile room keys and automated customer service systems. Technology also helps with data collection allowing Hilton to better understand consumer behaviour and personalise services.
Legal factors Hilton must comply with a wide range of law and regulations in every country it operates. These include data protection, employment laws , healthy and safety along with regulation and consumer protection laws. Legal compliance is complex for Hilton because it operates in multiple legal systems globally.
Environmental factors are also significant as hotels are expected to adopt sustainable practices to reduce energy consumption and support eco friendly initiatives. Many consumers prefer eco  friendly hotels therefore sustainability can be a competitive advantage.

                                                                                                                                                                                                                                                                                                                                                                                        
 Key Internal and External Stakeholders Involved in the StaySmart+   Project
As stated (ProjectManager, 2025) the successful development and launch of the StaySmart+ service requires the involvement of different stakeholders. Stakeholders are people or groups who are affected by a project or have a reason to be interested in it and can influence or be affected by its outcomes.
For a global hospitality organisation such as Hilton Worldwide stakeholder involvement is essential. To ensure that the new service is designed effectively implemented smoothly and accepted by guests in different markets.
Internal Stakeholders
Internal stakeholders are people or groups who work within the organisation and directly contribute to the development and implementation of the project.
Senior Management
Senior management are the top leaders in the company who make the most important decisions. They review the project and decide if it should go ahead. They also provide the budget needed to run it and make sure resources are used properly. 
Project Manager and Project Team
The project manager is responsible for planning, organising and monitoring the whole project from start to finish. They make sure everything runs smoothly and stays on track. The project team supports the manager by completing tasks on time. 
Product Development Team
The product development team is responsible for designing and creating the StaySmart+ service. They focus on building features like AI tools for guest interaction, personalised travel options and eco friendly sustainability services. 
IT and Technology Department
The IT team is very important in creating and running the technology for the service. They make sure everything digital works properly including AI systems, mobile apps and online guest services.
Marketing Department
The marketing team is responsible for promoting the StaySmart+ service to potential guests. They create advertisements, social media content and other promotional materials to increase awareness.
They plan marketing campaigns to reach the right audience and attract more consumers. Their goal is to make people interested in the service and encourage them to use it.
Sales Department
The sales team helps promote the service to corporate clients, travel agencies and business partners. Their role is to ensure that the new service increases bookings and generates revenue.
Hotel Staff and Operations Team
Front line employees such as receptionists, concierge staff and housekeeping teams are directly involved in delivering the StaySmart+ experience to guests. Their cooperation and training are important  for successful  service.
External Stakeholders
External stakeholders are individuals or groups that are not part of the organisation but are still affected by the project or play a role in its success. They can influence the project or be influenced by it even though they work outside the company.
Guests and Customers
Guests are one of the most important stakeholders because they are the people who will use the StaySmart+ service. Their experience feedback and level of satisfaction will directly affect how successful the service becomes. If guests are happy with the service they are more likely to use it again and recommend it to others.
Technology Partners and Suppliers
External technology companies may provide AI software, digital platforms, and smart hotel systems that are needed for the StaySmart+ service. They help the organisation by supplying the technology and supporting its use so the service can work properly and run smoothly.
Travel Agencies and Business Partners
Travel agencies help promote hotel services to international travellers and corporate clients. They work as a link between the hotel and potential guests by sharing information and recommending the service. This helps attract more bookings and increases awareness of the StaySmart+ service.
          

 Government and Regulatory Authorities
Government bodies ensure that hotels follow regulations related to tourism data protection and sustainability practices.
 Effective collaboration between internal and external stakeholders is very important. It helps ensure that the StaySmart+ service is developed properly, implemented successfully and adopted across Hilton hotels worldwide.                                          
                                                                                
Roles, Responsibilities, Benefits and Challenges of Key Stakeholders                                                                                                                                                                                                                                                                                                                    
As shown in previous research (Ullah et al., 2023) the successful development and launch of the StaySmart+ service depends on the active involvement of several key stakeholders. Each stakeholder has different roles and responsibilities that support the project from planning to implementation. In a global organisation such as Hilton Worldwide. Effective collaboration between these stakeholders is important to ensure the service is successfully delivered across international markets.
                            Senior Management
Senior management provides the main direction for the project and approves it before it starts. They make important decisions and ensure the project fits the organisation’s goals.Their main role is to ensure that the StaySmart+ service supports the organisation’s long term goals. Its competitive position in the hospitality industry. They also allocate financial resources and monitor the progress of the project.
                      Project Manager and Project Team
The project manager take care of  planning, organising and managing the StaySmart+ project. This covers setting timelines, coordinating departments and monitoring progress. Ensuring that the service is delivered within the six month time frame. The project team supports these activities by completing tasks and maintaining communication between stakeholders.
The main benefit they bring is effective coordination and project control. Their work ensures that different departments work together efficiently. A major challenge for the project manager is managing multiple stakeholders across different countries. Ensuring that everyone works towards the same project goals.
                          
                   Product Development and IT Team
The benefit they bring is innovation and technical expertise.Which are necessary to create a modern and efficient guest experience. However they may face challenges such as system integration issues. Such as technical difficulties and ensuring that the technology works smoothly across different hotel locations.
                    Marketing and Sales Departments
The marketing and sales teams play an important role in promoting the StaySmart+ service. Their responsibilities include creating marketing campaigns. Communicating the benefits of the service to guests and encouraging bookings. They also work with travel agencies and corporate partners to attract customers.
The benefit they bring is increased brand awareness and customer interest in the new service. However a challenge they may face is clearly explaining the value of the new technology based service to different types of guests. Who may have different expectations.
                       
     Hotel Staff and Operations Team
Front line employees such as reception staff and housekeeping teams are responsible for delivering the StaySmart+ experience directly to guests. They help guests use the new services and ensure that the technology enhances the overall hotel experience.
They may face challenges such as adapting to new technologies and learning new systems through training.
             
Guests and Technology Partners
Guests are important stakeholders because their satisfaction determines whether the service is successful. Their feedback helps the company improve the service over time. Technology partners provide the AI systems and digital platforms needed to support StaySmart+.
The benefit they bring is innovation and valuable feedback. However challenges may include data privacy concerns and ensuring that the technology remains reliable and secure.
Overall understanding the roles, responsibilities, benefits and challenges of these stakeholders. It helps to ensure that the StaySmart+ service can be successfully developed. Also implemented across Hilton’s global hotel network.                          






Stakeholder Engagement frameworks and Models
According to (Bal et al., 2019) to ensure the successful launch of the StaySmart+ service at Hilton Worldwide it is important to engage stakeholders effectively. Structured frameworks and models help make sure stakeholders are informed throughout the project. Four key approaches that can be used are the Stakeholder Matrix, Engagement Plan, Communication Plan and RACI Matrix.
         
 
              Stakeholder Matrix
The Stakeholder Matrix helps to identify and prioritise stakeholders based on their interest in the project and their power to influence it. High power and high interest stakeholders such as senior management need close involvement and regular updates. They should be kept informed often because they have a strong influence on the project and care a lot about its success. 
 Stakeholders with high interest but lower power such as hotel staff need involvement through training and operational guidance. External stakeholders like guests have high interest but lower power their feedback can be gathered via surveys, reviews or focus groups. This tool ensures efforts are focused on those who can significantly affect project success.
	Stakeholder
	Power
	Interest
	Action

	Senior Management
	High
	High
	Manage closely

	Hotel Managers
	High
	Medium
	Keep satisfied

	
	
	
	

	Hotel Staff
	Low
	High
	Involve & train

	
	
	
	

	Guests
	Low
	High
	Gather feedback


	Suppliers
	Medium
	Medium
	Keep informed


                                          
          
   Engagement Plan
A Stakeholder Engagement Plan shows how stakeholders will be involved during the project. It explains how they will be kept informed and how they will take part in different stages of the project. It sets out the actions for each stakeholder how often engagement occurs the methods used. 
For example the project team can hold workshops with the IT department to test AI features.While marketing teams meet weekly to plan campaigns. An engagement plan helps build trust, encourages collaboration and ensures stakeholders understand the benefits of StaySmart+.
	Stakeholder
	Method
	Frequency

	Senior Management
	Reports & meetings
	Monthly

	Hotel Managers
	Updates & meetings
	Regular

	Hotel Staff
	Training & guidance
	As needed

	Guests
	Surveys & reviews
	Ongoing

	Suppliers
	Email communication
	Monthly




                                  
                                
                              
                       
                            










Communication Plan
 The Communication Plan ensures stakeholders receive the correct information when they need it. It specifies the methods, frequency and type of communication for each group. Examples include:
· Senior management: monthly reports and strategic updates
· Project team: weekly progress meetings
· Hotel staff: training sessions and operational updates
· Guests: newsletters, social media updates, and feedback surveys
A clear communication plan reduces misunderstandings, keeps stakeholders aligned, and manages expectations effectively.
                         



	Stakeholder
	Purpose
	Method
	Frequency
	Outcome

	Senior Management
	Strategic updates & decisions
	Reports & meetings
	Monthly
	Better decision-making

	Hotel Managers
	Operational updates
	Emails & meetings
	Weekly
	Smooth operations

	Hotel Staff
	Tasks & training
	Team briefings
	As needed
	Improved performance

	Guests (Consumers)
	Feedback & promotions
	Surveys & social media
	Ongoing
	Higher satisfaction & loyalty

	Suppliers
	Orders & deliveries
	Emails & calls
	Regular
	Reliable supply chain


                                                                                                                                        
 RACI Matrix
The RACI Matrix explains roles and duties by showing who is Responsible, Accountable, Consulted and Informed for each task. This helps avoid confusion and makes sure everyone is clear about their role.
	Task/Activity
	Responsible (R)
	Accountable (A)
	Consulted (C)
	Informed (I)

	
	
	
	
	

	Develop StaySmart+ service design
	Product Development Team
	Project Manager
	IT Team, Senior Management
	Marketing, Hotel Staff

	Integrate AI technology
	IT Department
	Project Manager
	Product Team, Tech Partners
	Hotel Staff, Guests

	Staff training and onboarding
	Operations Manager
	Hotel Manager
	Project Manager
	Front-line Staff

	Marketing campaign creation
	Marketing Team
	Marketing Manager
	Project Manager
	Senior Management, Guests

	Guest feedback collection
	Customer Experience Team
	Project Manager
	Marketing, Operations
	Senior Management


Using these frameworks ensures stakeholders are engaged effectively at every stage of the project. Together these tools support collaboration, trust and accountability. Increasing the likelihood of a successful StaySmart+ launch across Hilton hotels globally.
Stakeholder Engagement and Conflict Management Using the 4C’s Model
 Research conducted by (Bal et al., 2019) as the project manager for the StaySmart+ service at Hilton Worldwide. Engaging stakeholders effectively is crucial for the successful development, implementation and adoption of StaySmart+ across international markets. 
To achieve this, a clear and structured plan would be followed. Engagement process guided by the 4C’s model. Which includes Communication, Collaboration, Consultation and Commitment. This approach allows me to manage build trust and address potential conflicts in a proactive manner.
                                       



 Communication
Communication is the foundation of stakeholder engagement. My first step would be to identify The information needs of each stakeholder group should be understood and communication should be adapted.. For example:
· Senior management requires regular progress updates, strategic briefings and risk assessments. These updates can be provided through monthly reports and presentations.
· Project team and internal departments such as product development, IT, marketing and operations require daily or weekly updates on task challenges.
· Hotel staff need clear guidance on how to use the new StaySmart+ service which can be delivered through training sessions and digital manuals.
· External stakeholders  including guests, suppliers and technology partners need regular updates on service launch. This can be done via emails, newsletters or collaborative meetings.
                                                 Collaboration
Collaboration involves working together with stakeholders to achieve shared project goals. It would establish cross functional teams that include representatives from product development, IT, marketing, operations and customer experience. These teams would collaborate on tasks such as testing AI featuresand developing marketing campaigns.
For external stakeholders collaboration can include working with technology partners to integrate AI systems or with travel agencies to promote StaySmart+. Collaboration ensures that stakeholders feel involved their expertise is utilised and the project benefits from multiple perspectives.
Challenges in collaboration may arise from differing priorities, cultural difference or language barriers in international markets. To manage this the team will encourage open dialogue. Establish clear responsibilities using tools like the RACI Matrix and create structured meeting schedules to keep teams coordinated.
                                             Consultation
Consultation focuses on actively seeking stakeholders’ input and opinions before making decisions. It would consult key stakeholders at critical stages of the project such as
· Product design: Getting input from IT, operations and hotel staff to ensure the service is practical and user friendly.
· Marketing strategy: Consulting with marketing and sales teams to align promotional campaigns with guest expectations.
· Guest feedback: Collecting feedback from select guests through pilot programs or focus groups to identify potential issues before full scale implementation.
Consultation makes stakeholders feel listened to and valued and it helps reduce the risk of problems or conflicts later in the project.
                                        Commitment
Commitment is about ensuring stakeholders are fully dedicated to supporting the project. The project Manager would foster commitment by clearly communicating the benefits of StaySmart+ for each stakeholder group. For example, hotel staff would see how AI tools can reduce workload and improve guest satisfaction. While senior management would understand the potential for brand differentiation and increased revenue.
Commitment can be reinforced through incentives, recognition and training. For example, staff who actively adopt the new system could be rewarded or publicly recognised within the hotel network.
                                    Managing Conflicts
Even with careful planning conflicts may arise during the project. These could include disagreements over priorities, resistance to new technology or cultural differences in international markets. To manage conflicts the following steps will be taken:
· Identify early signs of conflict by monitoring stakeholder feedback, observing team dynamics and reviewing project progress reports.
· Use clear communication to explain decisions, clarify misunderstandings and ensure transparency.
· Facilitate collaboration to reach mutually acceptable solutions such as adjusting timelines or responsibilities.
· Consult stakeholders to understand concerns and incorporate suggestions into project plans.
· Reinforce commitment by reminding stakeholders of shared goals and benefits of the StaySmart+ service.
Using the 4C’s model allows me to engage stakeholders actively. Manage expectations and reduce the likelihood of conflicts escalating. By combining communication, collaboration, consultation and commitment they would be ensure that all stakeholders remain aligned and supportive of the StaySmart+ launch.
                                                                                   
Evaluation of the Impact of Stakeholder Engagement on Business Performance and Recommendations.
According to (Singh & Rahman, 2022) stakeholder engagementis is critical in the hospitality industry. Especially for global projects like the StaySmart+ service at Hilton Worldwide. Engaging stakeholders effectively influences business performance, service quality, employee productivity and overall organisational success. The following evaluation explains how engaging both internal and external stakeholders impacts performance and presents recommendations to improve future engagement strategies.
                  Impact on Service Quality and Guest Satisfaction
Engaging hotel staff, operations teams and the IT department ensures that StaySmart+ is delivered efficiently and meets guest expectations. Employees involved in training and consultation become confident in using AI tools, personalised travel planning systems and sustainability focused services. 
                  Impact on Innovation and Operational Efficiency
Collaboration with technology partners product development teams and the IT department. Enables Hilton to implement innovative solutions effectively. Engaging stakeholders in system testing, feedback sessions and workflow planning reduces errors and ensures the technology works reliably across international hotels.
Operational efficiency improves as employees are trained properly. Processes are streamlined and technical challenges are resolved early. Efficient operations save time and resources which reduces costs and increases profitability. Engaging stakeholders in these processes allows Hilton to balance technological innovation with practical usability.
                            Impact on Brand Reputation
Stakeholder engagement also enhances Hilton’s brand reputation. By involving marketing, sales and communication teams in developing promotional strategies. Hilton ensures that StaySmart+ is clearly communicated to potential guests. Engaging travel agencies and business partners helps reach wider audiences and reinforces the hotel’s position as an innovative and customer focused brand.
Guest engagement such as collecting opinions and addressing concerns strengthens trust in Hilton’s brand. A positive reputation attracts new guests, encourages repeat business and increases market share. Active engagement also shows the company is responsive, responsible and committed to improving customer experiences.
                           Impact on Risk Management
Effective engagement helps Hilton identify risks early. Internal stakeholders can highlight operational or technical challenges. While external stakeholders such as guests and technology partners provide insights into potential adoption or usability issues. Addressing these risks early prevents delays, service failures and reputational damage. Risk management through stakeholder involvement ensures smoother implementation and reduces costs associated with errors or complaints.
                   Impact on Employee Motivation and Commitment
Engaged employees feel valued and motivated. Providing clear instructions, training and involving staff in decision making. Fosters a sense of ownership over the StaySmart+ service. Motivated employees are more likely to adopt new technology, deliver high quality service and support organisational goals. Engagement also reduces resistance to change ensuring smoother implementation across different hotel locations.
                              Recommendations for Future Engagement
· Continuous Engagement  Stakeholders should remain involved beyond the launch phase. Regular meetings, updates and feedback sessions help maintain alignment and ensure long term support.
· Enhanced Training and Support  Ongoing training programs for employees improve confidence and adoption of new services and technologies.
· Stronger Feedback Mechanisms  Regularly collecting and analysing feedback from guests, employees and partners allows continuous improvement and ensures services remain relevant.
· Cross-Market Collaboration For international projects, encouraging knowledge sharing and collaboration between hotels in different countries ensures consistent service quality and operational efficiency.
· Link Engagement to Business Goals  Aligning stakeholder involvement with strategic objectives like guest satisfaction and revenue growth. Efficiency ensures engagement contributes directly to business performance.
· Rewarding employees and teams for actively participating in the service implementation increases commitment and motivation.
· Proactive Risk Communication  Engaging stakeholders early in identifying and resolving risks helps prevent conflicts, delays and operational issues.

                        

                   
                            Recommendation                        
The impact of effective stakeholder engagement on business performance is significant. It improves service quality, enhances operational efficiency, motivates employees, manages risks and strengthens Hilton’s brand reputation. Engaged stakeholders are more committed, more cooperative  and better prepared to implement new technologies and processes. 
For future projects  Hilton can further enhance stakeholder engagement by maintaining continuous involvement, providing ongoing training and support, strengthening feedback. Mechanisms, encouraging cross market collaboration and aligning engagement with strategic business goals. Recognising and rewarding stakeholder contributions also increases motivation and ensures long term commitme
                       Conclusion
Stakeholder engagement is a crucial factor in the success of the StaySmart+ service at Hilton Worldwide. Engaging both internal and external stakeholders ensures that the service is designed and adopted effectively across international markets. External stakeholders such as guests, technology partners and travel agencies contribute feedback. Innovation and market insights that help shape the service to meet diverse customer needs.
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