Understanding and Engaging Stakeholders
[bookmark: _covibayvsi7t][image: ]


Module Code and Name: LCLM5001: Understanding and Engaging Stakeholders
Assignment Title: Understanding the importance of Stakeholder Engagement in successful commencement and completion of project.
Student Name: Khaled Al Saman
Student ID: 2329747
Lecturer: Eric Osei


Executive Summary
StaySmart+ has been an extraordinary service for delivering seamless experiences to customers, which is especially made for hospitality organisations. Hilton has been a global brand known for their best quality facilities. A project plan has been accomplished in this scenario, which can be suitable for the alignment of this innovative service within the business scenario of Hilton, London. PESTLE and SWOT frameworks have been used for highlighting the current business scenario of the destination. Moreover, a detailed explanation has been provided regarding the roles and responsibilities of internal and external stakeholders in this project. The report has highlighted the Stakeholder Matrix for evaluating the stakeholder’s influences in the project of StaySmart+. A RACI framework has been presented for considering the responsibilities of the stakeholders in this project. Additionally, the application of 4C’s model has aimed at demonstrating the role of project managers in conflict management in the project.  Through strategic stakeholder engagement, Hilton has successfully boosted its brand reputation and competitiveness. It was also recommended that Hilton should focus on further investment into sustainable sourcing and local community resilience and boost tech-enabled personalisation to strengthen its stakeholder engagement further.
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[bookmark: _Toc222502071][bookmark: _Toc222504976]Introduction
StaySmart+ is an exceptional service, which is primarily driven by AI technologies and specially made for hospitality organisations. This supports firms to deliver seamless and personalised experiences to audiences as per requirements. Such a service also elevates the accessibility and improves the satisfaction levels of customers. The current study will illustrate the key stakeholders who are essential for the successful design, launch, and adoption of the current programmes within hospitality organisations such as Hilton. A SWOT and PESTLE analysis will be conducted for understanding the business environment of London. A detailed plan regarding the key stakeholders in this process and their major roles will be elaborated in this context. The study will also align a wide range of frameworks, like stakeholder matrix, engagement plan, communication plan and RACI matrix to highlight relevant insights regarding the project. The impact of stakeholders and slime recommendations will be also shared in this scenario for further improvement of the current programme. 
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[bookmark: _Toc222504977]Overview of Hilton Hotels
Hilton Hotels was formerly established in the year 1925 by Conrad Hilton with the aim of operating the best hotel services in Texas. The continuous innovations, commitment, and inspirational leadership approach within the brand have made it one of the major leaders in the hospitality sector worldwide (Hilton, 2026). This brand operates within over 7500 locations worldwide with its wide range of hospitality services. The company is also well-known for its customer-driven approach. Hilton has integrated a wide range of digital technologies in its operations for delivering a seamless experience to their consumers and maintaining their satisfaction levels. Chris Nassetta is the current chief executive officer of the firm that handles its worldwide operations accordingly. The firm has also integrated a personalised approach and aligned data-driven decision-making for serving consumers with the best set of facilities. They also have 9,100 properties and over 1.3 million rooms across the global scenario, which supports them to generate a huge amount of revenue in their business context. The firm has a strong presence in the United Kingdom, especially in the city of London. StaySmart+ can be an effective service for the brand, as it can help the company to manage the accessibility of its facilities. The company can be able to deliver eco-friendly customised hospitality services to their consumers with the use of this programme on the demands of their customers. This can enhance the satisfaction levels of people and allow the organisation to retain them heavily within its company. 
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[bookmark: _Toc222504978]SWOT and PESTLE analysis
SWOT analysis
	Strengths 
	Weaknesses

	1. The company operates in around 140 countries in the global context, which delivers a strong reach and recognition to the brand. Such a process also helps to streamline their services among consumers, which allows the organisation to generate massive sales and revenue simultaneously (Hilton, 2026). 
2. The company has integrated a customer-centric approach in its business and ensures continuous innovations in its properties and operations. Such a process has helped the firm to cater to audiences as per their demands and maintain the consistency of their services. 
	1. Hilton has faced different types of challenges in terms of reputational and others due to the over-reliance on a franchise model in its business. This has somehow influenced the perception and satisfaction levels of audiences in the current market. 
2. The company has encountered massive issues due to the changing environment in the global hospitality sector. For the eco-friendly demands and sustainable integration of the brand, the firm has faced challenges in managing its operational costs in worldwide scenarios (Hilton, 2021).  

	Opportunities 
	Threats 

	1. The long-term brand image of the organisation and trust among people can help the organisation to align new-edge digital technologies and services accordingly in its operations. 
2. The firm can make higher investments to make the experience far more seamless for its audiences. This can help them to enhance the satisfaction of their consumers and generate a massive growth in terms of sales and revenue. 
	1. The company can face challenges in maintaining its edge in the highly competitive hospitality market due to the rising operational costs. Such a process can also prevent the organisation from technological development and changes. 
2. The over-reliance on franchises can affect the overall image of the firm and trust among audiences negatively in the long-term scenario. 



PESTLE analysis
Political factors 
The political scenario in London is quite stable for hospitality businesses, which helps firms like Hilton to engage a wide range of consumers. Due to the lack of hidden tariffs and charges, the brand has been able to make consistent profits in its operational scenario. 
Economic factors 
The employment rate in the city of London is around 73.7%, which has enabled organisations in the hospitality sector to ensure continuous growth in terms of sales and revenue (Greater London Authority, 2026). Apart from that, the lack of poverty among audiences has also helped the business to engage them heavily. 
Socio-cultural factors 
Hilton has been one of the major organisations which has taken a customer-centric approach in its business context. Moreover, the price range of the firm has been quite in reach of local audiences in London. This has helped the firm to maintain consistency in its sales and revenue. 
Technological factors 
The business environment in the hospitality sector in London has been massively changed in the last few years. Companies like Hilton have ensured the adoption of new-edge technologies in their operations for maintaining their position and competitiveness in the market. (UK Government, 2026) 
Legal factors 
Companies in the hospitality sector have faced a lot of challenges in managing their operational excellence due to the rapid change of legal regulations in London. Hilton and other firms have maintained sustainability and fairness to mitigate these concerns accordingly. 
Environmental factors 
Hilton has undertaken a lot of environmental initiatives in its business context for the promotion of CSR activities. This has helped the company to meet the eco-friendly and carbon emission plans undertaken by the local authorities of London (Hilton, 2026). 
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[bookmark: _Toc222504979]Key internal and external stakeholders who are involved in the project
Internal stakeholders 
Service development team, the overall workforce, marketing, sales, and other departments will be the crucial internal stakeholders in the project StaySmart+. These people can help in the development of the service and align it effectively within the hospitality business, like Hilton. Moreover, the proper engagement and collaboration between these stakeholders is highly crucial for mitigating the internal risks accordingly. The involvement of these audiences can also improve the productivity and execution of the delivery of the programmes (Locatelli et al., 2023).
External stakeholders 
Investors, suppliers, customers, and others have been some of the major external stakeholders involved in the project of StaySmart+. The sourcing of raw resources, along with the supply of AI-related technologies, are some of the major roles played by these. Moreover, the continuous feedback of customers will be also important for making changes and developments in the new-edge service. 
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[bookmark: _Toc222504980]A detailed explanation of the roles and responsibilities of the key stakeholders, as well as the benefits brought by them and the challenges which can be raised 
	Name of the stakeholders 
	Roles and responsibilities, along with key challenges that can arise 

	Employee/Service development team
	The product development team can be essential for the accomplishment and execution of the overall service, especially for hospitality firms. Moreover, the differences in terms of skills can create massive collisions and internal conflicts among them (Kerzner, 2025). 

	Investors
	The investors are crucial in this project, as they will play a huge role in allocating budget and resources within the required areas. However, the difference in opinion and working style can create a massive conflict among them. 

	Suppliers and vendors 
	Suppliers and vendors will be the key stakeholders, who will enable in sourcing resources in the current project. However, the over-reliance on them can lead project managers to massive delays and inconsistencies (Kerzner, 2022). 

	Marketing and sales 
	The team of marketing and sales are the major stakeholder in the business for the promotion of the smart service among renowned hospitality organisations. Whereas the sales team can support in streamlining all operations and the pitching-negotiation process. The lack of an adequate skillset among them can influence the overall launch, promotion, and other operations of the organisation (Andersen et al., 2025). 

	Customers 
	They can be the major stakeholders who can help to understand the major gaps in the new service. Apart from that, their overall response can also allow support to identify the accuracy of the project. However, due to the lack of understanding regarding these smart services, the experience of users can be influenced. Due to the use of AI and other advanced technologies, data privacy can be a major concern, which can negatively impact the performance of hospitality companies (Boulmetis, 2025). 

	Partners 
	The strategic partners can be crucial for the integration of AI and other technologies in the smart service, which is made for hospitality brands. However, due to inconsistencies and a lack of accurate allocation of resources, the quality of the facility can be influenced. The disagreement between the partner and investors in this project can lead to massive delays and operational constraints. 




[bookmark: _h3pr2d7a61yt][bookmark: _Toc222504981]A range of appropriate frameworks, models, and theories for stakeholder engagement
Stakeholders' matrix
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Figure: The Stakeholders Matrix
Source: (2329747, 2026)

The Stakeholders Matrix is a strategic aspect in the planning of a project for developing new services for products (Nevins, 2021). It signifies that the Stakeholders Matrix can be a suitable framework for Hilton that will be involved in shaping the StaySmart+ services. Having applied this framework, the influences and impacts of these stakeholders in the context of launching new services can be evaluated. 
Keep satisfied: Investors and the business partners will be the core stakeholders who will have a strong interest in service development at Hilton. Due to this, the company needs to be responsible for keeping the stakeholders satisfied to enhance streamlined business performance.   
Managed Closely: The employees can have influences in launching the new services in Hilton, which can manage these stakeholders closely (Hoory, 2025). It indicates that professionals of the product development team, marketing team and sales executives will be the stakeholders.    
Monitored: The project managers of Hilton can focus on monitoring the suppliers who may have an interest in service development. Having negotiated with the ethical suppliers, this brand can boost the service efficiency.  
Keep informed: Customers can be a key stakeholder of this project, and the project manager needs to aim at informing them about the project initiatives.  
RACI matrix
	Task
	IT-based team
	Marketing team
	Suppliers 
	Sales team
	Service management team
	Customers

	Market research
	R
	R
	C
	R
	R
	I

	Project concept
	C
	R
	I
	R
	A
	I

	Design framework
	A
	C
	I
	I
	R
	I

	Design measurement 
	A
	C
	I
	I
	R
	I

	Technological recommendation 
	A
	I
	I
	C
	R
	I

	Delivery roadmap
	R
	R
	R
	R
	A
	I


Figure: RACI framework
Source: (2329747, 2026)
[bookmark: _Hlk222504730]The RACI framework is a contemporary model of project management that indicates the responsibilities of the different stakeholders in the project. This framework has four components that are Responsibility (R), Accountability (A), Consulted (C), and Informed (I) (Miranda, 2025). 
Responsibility (R): This element signifies the team that can be involved in the task for the project (Hoory, 2025). The marketing team, IT-based team, sales professionals, and service management team will be responsible for the market research. It indicates that the professionals of these teams will evaluate the core purpose of the project and service development.   
Accountability (A): Accountable persons indicate the professionals who are involved in the completion of the project-based tasks (Miranda, 2025). Design framework and measurement can be a core task of this project that will lead to the introduction of a new service, that is StaySmart+. The IT-based team will be accountable for this project development as the professionals of this team have strong technological knowledge.  
Consulted (C): Consulted people are involved in two-way communication of the project plan and provide their significant feedback (Miranda, 2025). Design measurement can be evaluated as a key task in this project, and the marketing team will be the consulted group. The project managers can consult with them for initiating marketing efforts that can be an integral part of this project.   
Informed (I): The individuals who can be informed are considered Informed individuals of the project management (Hoory, 2025). Being a core stakeholder of this new project that will be shaped by the Hilton, customers can be the Informed persons. 
Engagement plan and communication plan
	Stakeholders 
	Communication modes

	Employees
	The project manager will be involved in regular communication with the staff, such as the sales team, service management, and IT-based team (Padgett, 2025). Video conferencing can be an ideal option for the project manager of Hilton to interact with the employees, and online modes can be used. 

	Customers 
	The online advertisement can be a strategic solution for the project management team of Hilton to inform customers about the new service offerings. 

	Investors 
	The project manager needs to increase transparency to influence the investors who can strongly influence the project development (Masoner, 2025). 

	Suppliers 
	Digital channels can be explored by the project manager in the context of negotiating with potential suppliers. The effectiveness of digital communication channels leads to a streamlined interaction process that can result in maximising suppliers' engagement.

	Partners 
	The business partners of the project can be informed about the project implementation with the help of digital channels. 






[bookmark: _i9ra2mt9zew][bookmark: _Toc222504982]An application of the 4C’s model for conflict management in project management 
The 4C's model can be recognised as a strategic framework for resolving the conflicts in stakeholder management. According to this model, the 4C represents Communication, Collaboration, Consultation and Commitment (Hack, 2020). Having prioritised these aspects, the project managers can strategically deal with the stakeholders and strengthen their engagement.
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Figure: Project Managers
Source: (Day, 2025)
Communication 
The application of the 4C's model can influence the project managers to follow transparent communication with the stakeholders. Due to this, the project managers can be responsible for interacting with the responsible teams, such as the IT-based team and the service management team. Having been involved in the open communication, the project manager can share the project goals. Additionally, the project managers can inform the stakeholders about the detailed outcomes of the continuous project development. Being informed about the project management tasks, the stakeholder can be willing to participate in the project completion. It signifies that communication is a strategic way to boost trust among the stakeholders and increase their engagement (Spraggs, 2023). The effectiveness of stakeholders' trust can result in addressing the conflicts in the StaySmart+ project that will be priortised by Hilton. Meanwhile, a lack of communication can result in trust issues among the stakeholders, and this aspect can increase challenges for the project management team to shape a complete project.      
Collaboration
Collaboration is another strategic element of the 4C's model that can be applied for conflict resolution in the StaySmart+ project. It signifies a strong responsibility of the project manager to strengthen collaboration among the different teams of the project management. Stakeholder collaboration can lead to the maximum stakeholder engagement, which is beneficial for gaining positive outcomes from the project development (Day, 2025). Having aimed at developing collaboration among the stakeholders, the project manager can experience a cooperative landscape. The responsible project manager can motivate the stakeholders to participate in the project management tasks. However, the collaborative efforts can lead to the development of dependency among the different teams. It can result in maximising team support that is impactful for delivering a complete project. The project manager can aim at strengthening team collaboration, which plays a crucial role in mitigating the communication gaps in the team. Having mitigated the communication gaps in the project-associated team, the project manager can respond to conflict management. However, a lack of collaboration among stakeholders can raise broader misunderstandings that can be a strategic limitation for the project management.   
Consultation 
Consultation in the 4Cs model indicates the feedback collection, which is an inseparable segment in project management. The effectiveness of consultation can result in a set of deliverable project-based outcomes. It signifies that the project manager can be involved in collecting the feedback from the associated groups of a project. The responsible project manager of the StaySmart+ project in Hilton can priortise the consultation measures by gathering feedback from the stakeholders. It will allow the project managers to identify the gaps and limitations that can lead to conflict among the stakeholders. Having collected the feedback from the stakeholders, the project manager of the StaySmart+ project can focus on evaluating the different ideas of the stakeholders. It can influence the decision-making process of project management, as the project manager will consider the different opinions of the stakeholders (Day, 2025). The effectiveness of consultation with the stakeholders can enable the project managers to treat all the stakeholders equally. However, the project manager can face challenges in responding to the conflict solutions without following the consultation process. It signifies that the gaps in consultation can result in failure of project managers in evaluating the issues of stakeholders. Due to this, the strategic decision-making in the project management can be disruptive in the context of a gap in consultation efforts.        
Commitment   
The 4C’s model consists of commitment that can empower the project managers to be responsive to conflict management. Having applied this model, the project manager of the StaySmart+ project will be involved in ethical commitment that can result in sustainble service implementation. For instance, the strict implementation of the General Data Protection Regulation (GDPR) can be a strategic solution for the project manager (bbc, 2026). The application of this law ensures data privacy management, which is a major concern of the audience when accessing technological services. It signifies that the project manager of StaySmart+ will deliver ethical services to the customers, and this effort can result in increasing their engagement. However, the commitment efforts can influence the project manager to deliver the project within the deadlines. Having followed the deadline, the project manager can gain the trust of the stakeholder who will be associated with the project. It indicates that the commitment of the project manager can minimise the conflicts in the project and ensure broader project outcomes. Meanwhile, a lack of commitment can indicate less responsibility of the project managers and this aspect can result in increasing team conflicts in a project management team.      


[bookmark: _Toc222504983]Addressing the impact of stakeholders’ engagement on Hilton’s performance and suitable recommendations 
Impact of stakeholder engagement 
Regulatory compliance and risk management 
Hilton actively engages with its several stakeholders such as industry policymakers, NGOs and local communities in order to boost its performance. By doing that, this company effectively handles and recognises all of its social and environmental risks beforehand. Not only that, it also helps the firm to successfully transform any liabilities into exceptional operational efficiency. Hilton also utilises transparent communication in order to interact with regulatory bodies and investors to minimise its compliance risk which is crucial for its goal like “2030 Travel with Purpose” (Hilton, 2026). Through ensuring this active engagement, it not just safeguard itself from any kind of reputational risk but also fosters trust among its stakeholder base. 
Sustainable sourcing and supply chain optimisation 
The strategic stakeholder engagement of Hilton also centred around responsible sourcing and supply chain optimisation. This has significantly improved both the market reputation and operational performance of this firm within the highly competitive tourism landscape of London, UK. For this purpose, it has invested around 350 million GBP to improve its stakeholder partnership and align them with its sustainability goals (Hilton, 2023). This particular strategy was very resourceful for this hospitality firm to enhance its supply chain visibility and reduce risks as well as. Most importantly, these efforts have improved its reputation in the market. 
Employee retention and organisational productivity 
Strengthening its workforce skills and capabilities is also another impact of Hilton’s stakeholder engagement. Through offering extensive resources, feedback and effective training programs this company has not only improved its staff performance in its London Hotels but also globally. This has also allowed the company to establish a strong organisational culture where its employees feel positive and give their best all the time. As a result, it has significantly lowered its turnover rate which was one of the core challenges of the UK hospitality sector. Not only that, as its retention rate has improved the cost related to delivering training to new joiners and recruiting also got optimised. 
Brand reputation and guest satisfaction 
Through maintaining strong engagement with its stakeholders, Hilton also has successfully reinforced its brand reputation and operational performance which was crucial for enhancing its competitiveness in this dynamic sector (Derowitsch et al., 2025). This particular hotel always engages with its guests directly and understands all of their requirements which is resourceful for meeting their demand and improving satisfaction rate. Apart from all of that, this firm is also highly committed to deliver a safe working environment for its employees and gather feedback from its guests. This has resulted in strong brand loyalty and a high amount of repeat business. 
Operational efficiency 
Strategic stakeholder engagement also has effectively boosted the operational efficiency of this hospitality firm. Its “LightStay” system was playing a crucial role in this aspect by enabling a data-driven and active engagement in between its guests, staff and managers (Hilton, 2026). There are various social and environmental metrics involved in this system which help the company gather real-time data on waste, water and energy management. With the help of this it was able to successfully improve transparency in its sustainability reporting and solidify the long-run trust of its customers. Moreover, it has also allowed it to become an economically resilient and eco-friendly organisation. 
Recommendations 
Further investment into sustainable sourcing and local community resilience 
This is highly recommended to Hilton that it should aim to source more local products and strengthen its relationship with local communities and businesses. In addition to that, it may also introduce excellent training programs for local residents and businesses (Legrand et al., 2022). This approach will not just significantly enhance the firm’s community resilience but also will minimise its carbon footprint. Through offering training, it can also enhance the hospitality skillsets of local people and improve local communities’ economic growth. 
Improve environmental and sustainability goals 
Another crucial recommendation for this Hilton to make investment into advanced cutting-edge water-conserving technologies. By prioritising this it will be able to not just save local water resources but also will minimise the utilisation of single-use plastics. Along with that, Hilton should also integrate an AI-driven food waste monitoring tool which will lower its environmental waste more effectively. These will also reinforce its market position and brand reputation significantly (Oliveira et al., 2024). On the other hand, the company will be able to successfully accelerate its sustainability goals just by integrating them into its everyday operations. 
Boost tech-enabled personalisation 
Lastly, this company is suggested to focus on expanding its tech-enabled personalisation efforts by remodelling its mobile app, website and room gadgets. Not only will this help the firm to stay well aligned with the ongoing customer behaviours but also reduce the check-out and check-in friction (Christopher et al., 2013). The company will be able to ensure the delivery of a more personalised, high-tech and consistent experience in all of its hotels. As a result, the firm’s competitive edge, loyalty and guest satisfaction will enhance exponentially within the current digital tourism landscape. 
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[bookmark: _Toc222504984]Conclusion 
The above report has delivered extensive and crucial insight on one of the top leaders of the UK and global hospitality and tourism sector, Hilton. It has outlined that ongoing innovation and customer centric approach are its main strengths but still is struggling to maintain its competitive advantage in the market. Several internal and external stakeholders of this company were identified in this report such as customers, suppliers, staff, partners and investors as well as their roles and responsibilities. The report also has addressed that, this company uses a wide range of communication channels to engage with its stakeholder base such as video conferencing, online advertisement and digital channels. Additionally, it was also outlined that the project manager of the StaySmart+ project will utilise the 4C’s framework to effectively handle all the potential conflicts during the project implementation. At the end of this report, the impact of its customer stakeholder engagement was addressed. It was highlighted that its strategic stakeholder engagement is boosting its brand reputation and competitiveness significantly. Further investment into sustainable sourcing and local community resilience and boost tech-enabled personalisation are some of the recommendations also delivered to Hilton here. 
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