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This report focuses on Hilton Worldwide Holdings Inc., a leading international hospitality organisation headquartered in the United States, with significant operations in the UK, including London and Birmingham. Hilton operates over 7,000 properties globally, offering services ranging from luxury to mid-scale accommodation.
The company is recognised for innovation in customer experience, particularly through digital transformation initiatives such as mobile check-in and personalised guest services. In response to evolving consumer expectations and competitive pressures, Hilton is preparing to launch StaySmart+, a premium service integrating Just by a click you are commanding AI-driven guest interaction, personalised travel planning, and sustainability-focused amenities.Here is a link https://uk.search.yahoo.com/yhs/search;_ylt=AwrkOVFx1.RpL3YXEVZ3Bwx.;_ylu=Y29sbwMEcG9zAzEEdnRpZAMEc2VjA3Nj?p=Hilton+Worldwide&type=type80260-836976390&param1=664531369&hsimp=yhs-002&hspart=sz&gdpr=1&ei=UTF-8&d=%7B%22domain%22%3A%22publiccompany%22%2C%22type%22%3A%22yk%22%2C%22id%22%3A%22be4f10be-c3ac-4709-ae03-8f388548acbe%22%7D&fr2=p%3As%2Cv%3Aw%2Cm%3Akg-pasf%2Cct%3AGetCompanyInfo&fr=yhs-sz-002
The project aims to enhance customer satisfaction, operational efficiency, and brand differentiation across diverse international markets. The rollout is scheduled within six months, targeting selected global locations. Here is a comprehensive breakdown of Hilton Holdings Global 
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As Project Manager, the key responsibility is to ensure effective stakeholder identification, engagement, and alignment throughout the project lifecycle. Given the complexity of operating across multiple markets, stakeholder engagement is critical to ensure successful implementation, adoption, and long-term sustainability of the service.
This report applies relevant stakeholder theories, engagement frameworks, and strategic tools to critically analyse how stakeholders can be effectively managed to support the successful launch of StaySmart+.

 Situational Analysis (SWOT & PESTLE) 
SWOT Analysis
Strengths
· Strong global brand reputation 
· Advanced technological capabilities 
· Established customer loyalty programmes 
Weaknesses
· High implementation costs of AI systems 
· Dependence on technology infrastructure 
· Potential resistance from employees 
Opportunities
· Growing demand for personalised travel experiences 
· Sustainability trends in hospitality 
· Expansion into emerging markets 
Threats
· Intense competition (e.g., Marriott, Accor) 
· Data privacy concerns 
· Economic uncertainty affecting travel demand 

PESTLE Analysis
Political
Regulations on data protection (e.g., GDPR) impact AI implementation.
Economic
Global inflation and fluctuating tourism demand may affect adoption rates.
Social
Consumers increasingly demand personalised and eco-friendly experiences.
Technological
Rapid advancements in AI provide opportunities but require continuous investment.
Legal
Compliance with international data protection laws is critical.
Environmental
Sustainability initiatives align with global environmental expectations.

SMART Objectives
· Specific: Launch StaySmart+ in 20 global hotels 
· Measurable: Achieve 85% guest satisfaction 
· Achievable: Use existing digital infrastructure 
· Relevant: Enhance customer experience 
· Time-bound: Within 6 months 

 Key Stakeholders Identification. 
Internal Stakeholders.
· Product Development Team 
· Marketing Department 
· Sales Team 
· IT Department 
· Hotel Operations Staff 
· Senior Management 
External Stakeholders
· Customers/Guests 
· Technology Vendors 
· Travel Agencies 
· Government/Regulatory Bodies 
· Investors/Shareholders 
· Local Communities 
Stakeholder theory (Freeman, 1984) suggests that organisations must create value for all stakeholders, not just shareholders. Therefore, identifying both internal and external stakeholders ensures balanced decision-making.

 Roles, Responsibilities, Benefits & Challenges 
Product Development Team
Responsible for designing and implementing AI systems.
· Benefits: Innovation and competitive advantage 
· Challenges: Technical complexity 
Marketing Department
Promotes StaySmart+ globally.
· Benefits: Increased brand visibility 
· Challenges: Cultural adaptation across markets 
IT Department
Ensures system functionality and security.
· Benefits: Digital transformation leadership 
· Challenges: Cybersecurity risks 
Customers
End-users of the service.
· Benefits: Personalised experiences 
· Challenges: Data privacy concerns 
Technology Vendors
Provide AI systems and infrastructure.
· Benefits: Business growth 
· Challenges: Integration issues 

 Stakeholder Engagement Frameworks 
Stakeholder Matrix (Power vs Interest)
· High Power/High Interest: Senior Management 
· High Power/Low Interest: Investors 
· Low Power/High Interest: Customers 
· Low Power/Low Interest: Local Communities 
Power and Interest Grid Theory.

The Power and Interest Grid is a foundational tool in stakeholder analysis, developed to help project managers understand and manage stakeholder relationships effectively. It categorizes stakeholders based on two key dimensions: their power (the ability to influence the project) and their interest (the degree to which they are affected by or can affect the project).





	Stakeholder Group
	Power
	Interest
	Strategy
	Example Stakeholders

	High Power, High Interest
	High
	High
	Manage Closely: Engage these stakeholders fully and involve them in decision-making. Their active participation is crucial for project success.
	Project Sponsor, Key Investors, Senior Management

	High Power, Low Interest
	High
	Low
	Keep Satisfied: Keep these stakeholders adequately informed and address their concerns. Their power means they can significantly impact the project if dissatisfied.
	Regulatory Bodies, Unions (depending on project scope)

	Low Power, High Interest
	Low
	High
	Keep Informed: Keep these stakeholders updated on decisions and progress. They can be valuable allies or sources of information, but their influence is limited.
	End Users, Local Communities, Employees

	Low Power, Low Interest
	Low
	Low
	Monitor: Minimal effort is required. Keep an eye on them to ensure no significant changes in their power or interest occur.
	General Public (in some cases), Suppliers (of non-critical items)











RACI Matrix.

		1
	2
	3
	4
	5

	Task
	Responsible
	Accountable
	Consulted
	Informed

	AI Development
	IT Team
	Project Manager
	Vendors
	Staff

	Marketing Campaign
	Marketing
	Director
	Sales
	Customers

	Implementation
	Operations
	Manager
	IT
	Stakeholders



	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	



Communication Plan
· Weekly team meetings 
· Monthly stakeholder reports 
· Customer feedback surveys 

Engagement Plan
· Workshops for employees 
· Stakeholder consultations 
· Continuous feedback mechanisms 

 Stakeholder Engagement Process & Conflict Management (4C’s Model) 
Communication
Clear communication ensures transparency. Digital tools and regular updates reduce misunderstandings.
Collaboration
Cross-functional teamwork between IT, marketing, and operations ensures alignment.
Consultation
Engaging stakeholders early (e.g., customer feedback) improves service design.
Commitment
Building trust ensures long-term stakeholder support.

Conflict Management.
Conflicts may arise due to:
· Cultural differences 
· Resource allocation 
· Resistance to change 
Strategies include:
· Negotiation 
· Mediation 
· Clear role definition 
The Project Manager must adopt a transformational leadership style to align stakeholder interests.
Impact of Stakeholder Engagement & Recommendations. 
Impact on Business Performance.
· Improved customer satisfaction 
· Increased operational efficiency 
· Enhanced brand loyalty 
· Stronger competitive advantage 

[bookmark: _GoBack]Challenges.
· Ethical concerns regarding AI 
· Data privacy risks 
· Cultural differences 

Recommendations.
1. Invest in stakeholder training programmes 
2. Enhance transparency in data usage 
3. Develop culturally adaptive marketing strategies 
4. Strengthen cybersecurity measures 
5. Maintain continuous stakeholder feedback loops 

Conclusion.
Stakeholder engagement is a critical success factor in the launch of StaySmart+. By applying stakeholder theory, strategic frameworks, and engagement models, organisations can effectively align diverse stakeholder interests across global markets.
The use of tools such as the Stakeholder Matrix, RACI framework, and 4C’s model enables structured engagement, reducing risks and improving collaboration.
While challenges such as cultural differences and ethical concerns remain, proactive management and strategic planning can mitigate these risks. Ultimately, effective stakeholder engagement enhances organisational performance, ensuring successful service adoption and long-term sustainability.
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