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Executive summary
The project has focused on introducing the Accor Group, which is one of the global hospitality companies. It has assisted in outlining the company's growth rate of 3.7% while having a good market size. The report has helped in providing a comprehensive description of the Best Project of Accor Group. Besides, the roles and responsibilities of the key stakeholders have been highlighted in the following report. Managing responsibilities and bridging the gap have been highly significant for the role of stakeholders. Additionally, the project has incorporated the 4Cs framework to understand the key measures like community program, conflict management, omnichannel investigation and others that can be considered. Some effective recommendations have been provided to the Accor Group to develop their project and stakeholder engagements. 
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[bookmark: _6ry9g7xhp9k1][bookmark: _Toc224645445]Introduction to Accor Group 
Accor Group, a pioneering hospitality company which was first introduced in 1967 and has been operating efficiently. The Accor Group started expanding in 1980, which allowed it to operate from Europe to China and the US market (Accor, 2026). Accor Group is one of the leading hospitality companies that has a diverse product and service portfolio. Besides, the company is operating in multiple continents, allowing it to generate revenue. The company has focused on introducing multiple branches like Mercure, GrandeMercure, ibis, Novotel, Mövenpick, and many more. These branches have assisted in serving a wide range of customers while satisfying the demands of the customers (GlobalData, 2026). 
[image: ]
Figure: Number of Accor hotels worldwide from 2015 to 2024
Source: (Department, 2025)

The above graph showcases that the Accord Group has increased their hotel numbers or size within their worldwide network. They had 5682 hotels in 2024, and in 2025, they increased their hotel numbers, and currently, they have 5584 hotels (Department, 2025). 
Reflecting on this, Accor Group‘s Novotel and many other branches are operating within London, which has assisted in serving a wide range of customers. Based on their 2025 performance, the Accor Group announced that they can expect a net growth rate of 3.7% and a 450 million share buyback program (Accor, 2026). Additionally, they have focused on launching innovative frameworks and loyalty programmes to optimise their operational activities. 
Considering this, it can be assessed that the company is focusing on future growth after facing financial crises and issues. Based on their growth opportunities and strategies, the report would focus on using strategic frameworks like SWOT and PESTLE to assess internal and external environments. Additionally, this will help in outlining the role of internal and external stakeholders in managing sales and overall projects. Reflecting on this, the project will focus on explaining the roles and responsibilities of each stakeholder while integrating frameworks to engage with stakeholders. Additionally, it will incorporate models like the 4C’s frameworks to understand conflict management strategies and many more. 

[bookmark: _6lozny2u9v4m][bookmark: _Toc224645446]Situational analysis (SWOT and PESTEL)
SWOT analysis of Accor Group 
Strengths 
Global presence:  The company operates over 5800 properties across 100 countries. The firm ranges its services from luxury to economy (ACCOR , 2026). 
Weakness
Brand dilution: Given the wide range of the hotel group, with diverse products, makes it difficult for the customers to identify a consistent brand image.
Opportunities 
Emerging markets:  The rise of experiential and luxury traveling can help the firm to focus on the specific segment. It can help in utilising the global presence and its service range in the emerging markets.
Threats 
Erosion of the brand equity: The brand dilution can result in weakening the USP of the firm and its ability to command premium pricing.
PESTE analysis 
Political 
Geopolitical conflicts in the Middle East are rising, and the Russia-Ukraine conflict can disrupt travel flows and affect international tourism demand. It can significantly impact Accor Group and its operations.
Economical 
The rising inflation with 2. 8 % can affect the customer's purchasing patterns and shape their travel decisions to locations (jpmorgan, 2026). It can significantly impact Accor’s revenue in the premium-priced segment while boosting sales in the medium-priced and low-priced segments.
Social 
The demographic changes towards the aging population and personalization  in the developed nations can impact the service patterns in the hospitality industry. Güçlü Nergiz. and Toker, 2025).
Technological 
The rise of technological advancements, such as AI, has resulted in the adoption of its integration within personalised services with chatbots Limna (2023). It can significantly boost the opportunities through enhceing the opportunities to achieve high business performance. 
Legal 
The rise of the digital technical integration has resulted in stricter data protection regulations like GDPR. It can impact the firm and its project operations. 
Environmental 
The growing pressure for the climate change impact has resulted in a challenge in the firm in case of non-adherence.
SMART Objectives 
Based on the situational analysis of the firm, the project objectives are : 
	Specific 
	Measurable
	Achievable 
	Relevant 
	Timebound 

	To personalize the travel planning 
	A combination of quantitative data and qualitative assessments 
	Phased approach and incorporation of AI-driven interaction tools
	Market trends inclination 
	6 months 

	To enhance the concerns and efficiency with brand differentiation 
	Measuring the brand identification to the competitors 
	A combination of the distinctive and StaySmart + service 
	Mitigating the bard dilution issue 
	6 months 




[bookmark: _gno3pss2e4ci][bookmark: _Toc224645447]key internal and external stakeholders
The launch of StaySmart, a premium AI-driven service, needs a collaborative effort that involves internal teams. This may have a high focus on technology and guest experience. Additionally, the internal partners of the organisation are the data security team and local adopters. The key stakeholders in the project are the individuals or groups that may be affected by the project outcomes. It can be generally divided into internal and external categories (Musiello-Neto et al., 2021). 
Internal stakeholders 
The internal stakeholders can be directly involved in the project's daily operations and may have a direct influence on resources and decision-making. The product development and innovation team will be highly responsible for designing the StaySmart+AI interface. It can help in ensuring the service aligns with premium standards. The digital and technology department will be highly significant for executing the AI-driven guest interaction tools. Integrating with the Accor customer digital card and maintaining the technology platform will be a significant responsibility for the stakeholder.  Along with this, the marketing and brand strategy department will be liable for managing brand positioning for customer targeting and AI-driven personalised marketing. The procurement team will help in handling procurement of AI software, partner integration, and ensure sustainable sourcing for the premium amenities. The group executive committee will contribute to providing the strategic direction and appropriate investment and oversee the launch strategy (Hall et al., 2025). 
External stakeholders 
The external stakeholders operate outside the organisation but have a significant interest and influence on the product’s success. The hotel owners and franchise partners should approve the investment and be liable to see ROI through increased guest satisfaction. Additionally, the AI technology partners will assist in powering conversational bots and predictive analytics. The consulting partners will be liable for modernising customer services as well as collaborating with them. The travel agents and travel management organisations would be vital in selling premium services to the business travellers. The local regulatory bodies will contribute to ensuring AI data handling complies with the GDPR and UK data protection laws. On the other hand, the logistics and experience partners can be significant for managing the integrated services. It can involve luggage transportation and many more. Apart from this,  the cybersecurity teams should be included early to handle guest data ethically (Goffi et al., 2022). 



[bookmark: _pxw1vve1uyzx][bookmark: _Toc224645448]Explanation of the roles and responsibilities of the key stakeholders
The rollout of StaySmart is an AI-driven platform integrating guest interaction tools and personalised travel planning. It can help in presenting the strategic move to blend technological efficiency with high-touch hospitality. Additionally, the six-month global rollout requires careful consideration among the key stakeholders. They can contribute to balancing automation with the human touch. They have an aim for increased guest satisfaction and operational ROI.
Key stakeholders, roles, benefits and challenges 
The hotel executive leadership, such as the CEO and brand manager, can help in approving the overall investment. Besides, they would set the strategic direction for digital transformation and describe the brand’s balance between automation and human interaction. Additionally, it can help increase revenue through dynamic pricing and direct bookings. Besides, they can help in reducing the operational costs and enhancing brand reputation as an innovator. Along with this, the challenging parts will include high initial implementation costs, confirm positive ROI and manage the cultural shift in the organisation. The stakeholders act as the catalyst for growth and deliver essential financial and structural support for the overall rollout. On the other hand, the hotel operational avengers and staff, such as front desk and concierge, will assist in supervising the integration of AI with daily workflows. They can help in handling complex scenarios that require human empathy (Della Corte et al., 2022). 
The benefits may include routine tasks and freeing staff to concentrate highly on the high-touch guest experience.  Overcoming workers' resistance and learning new technology will be the key challenge that stakeholders can bring. Apart from this, they would be highly significant for blending the human touch with AI efficiency and ensuring the technology enhances rather than replaces human hospitality. The guests can interact with the AI-driven tools to book the service, ask questions and deliver constructive feedback. The advantages may include faster service and hyper-personalised recommendations. The challenges may include concerns about data privacy and security, and a preference for human interaction. The importance lies in guest satisfaction and adoption rate (Vrontis et al., 2022). The technology vendor and implementation partners will help in developing and maintaining the AI systems (Azevedo, 2022). They can contribute to ensuring seamless integration with the legacy systems. The advantages can involve the development of specialised hospitality tech and the creation of scalable and high-performing AI models. The challenges can include confirming the data accuracy, mitigating biases in AI suggestions and maintaining high-level security. This can contribute to preventing data breaches. They can help in providing the technical expertise to turn the data into actionable insights and operational improvements. On the other hand, the marketing and revenue managers will use AI-driven analytics to create the targeted marketing campaigns and adjust the pricing strategies . The benefits can involve increased conversion rates and a precise understanding of the guest's preferences. The challenges involve ensuring the AI accuracy and managing the ethical considerations. They are highly significant for driving direct revenue and optimising room occupancy. 

[bookmark: _7qassy3t7nat][bookmark: _Toc224645449]Communication plan and RACI matrix 
A communication plan refers to the strategic document to outline the project team , stakeholders, and engagement plan. 
Stakeholder matrix
\[image: ]
Figure :  Stakeholder matrix 
Source :  Self-made 
A stakeholder matrix is a visual diagram used to visualize and map out the stakeholders based on particular characteristics of the project (simplystakeholders, 2026).The above is the Stakeholder matrix that highlights the stakeholder interest and power according to their involvement within the project. The local governing bodies play a major role in the project due to the availability of the project and compliance to the legal statutes. The project manager and the respective committee for the approval of the budget and overseeing the project. The other stakeholders use AI technology partners, and the hotel owners, franchise, and partners have high power and interest, highlighting the increase in the interest process. The innovation team and the innovation team and the digital technology spent have low interest with low power due to the least interest in the project. The procurement team, consulting partners, and the marketing and the brand strategy departments also showcase the least interest in the project. 
 Engagement plan 
The above has obtained the stakeholder, the goals of the project and the completion of the project within the given time and budget.
Communication plan 

	Stakeholders
	Interest and power 
	Communication plan 

	Local governing Bodies 
	Power and interest are both high 
	Informed through the project progress report  

	Group Executive Committee
	
	

	Project Manager
	Power low and interest high 
	Informed about project details and  progress during the initiation process 

	AI technology partners

	
	

	hotel owners and franchise partners 
	
	Informed about the process 

	Innovation team 

	Interest is low and power is low 
	Informed about the minor details of the progress with the effective integration process 

	Digital and technology department

	
	

	Procurement team
	Power high, interest low
	Given insight into the project process 

	Consulting partners
	
	

	Marketing and brand strategy department
	
	



RACI matrix 

	Tasks/ Roles
	Innovation team 
	Project Manager
	Team members 
	Consulting partners
	AI technology partners

	Procurement team
	Group Executive Committee

	Project initiation 
	I
	R
	I/A
	I
	I
	C/A
	I

	Remodelling and training 
	I/A
	R
	I/A
	I
	I
	I/A
	I

	Integration 
	I
	A
	/
	I
	C
	I/A
	I

	Testing 
	I
	I/A
	I
	A
	A
	A
	I

	Maintenance 
	I
	I
	I
	I
	C
	I
	I




The above is the RACI matrix that highlights the use of RACI factors like responsible, accountable, consulted, and informed about the factors (mailchimp, 2025). It has highlighted the stakeholders involved with the service integration and outlined the role and responsibilities within the project. It has highlighted the tasks from the project of the intake to the project ending of maintenance and testing. It has highlighted the way the consulting partners and the AI technological partners will assist through the process. It has also included the group committee through the approval of the project budget and given the outline of the project’s budget constraints throughout the process.

[bookmark: _8blexmyfky2z][bookmark: _Toc224645450]Process considered to engage with stakeholders using the 4C’s model
Stakeholder engagement plays a pivotal role in managing internal and external conflicts. Besides, it helps in effectively managing projects within organisations by ensuring coherence and operational transparency. Stakeholder engagement ensures effective resource allocation, an effective funding gathering process, establishes a strong network, engages society, builds strong communities and manages operations (Kujala et al., 2022). 
Considering this,  as a project manager, it is the core responsibility to maintain stakeholder engagement. Project managers are responsible for managing and dealing with stakeholder interests, which can help in effectively implementing StaySmart+ services. Communicating and clarifying the doubts of stakeholders regarding the investigation of the AI interaction tool and personalised services will help in fostering trust and loyalty. For instance, engagements with customers and communities can help in establishing customer connections and transparency. This will boost their customer loyalty programmes and performance. 
The 4Cs framework outlines key methods to manage leadership and communication strategies that are used to manage stakeholders. This is a strategic approach that includes strategies based on leadership demands, cultural demands, communication demands and many more. Considering this, the 4Cs framework would be used to enhance leadership and culture. Thus, it will study 4 key aspects like communication, collaboration, consultation, and commitment. These steps are further used to foster internal and external connections, build strong stakeholder relationships, which help in serving value to projects (Do et al., 2023). 
Communication 
To launch and support the StaySmart+ services project, it is necessary to manage stakeholder engagement with customers, communities, the marketing department, the boards of directors, and CEOs. Considering this, to strengthen communication strategies among the stakeholders and maintain strategic partnerships, Omnichannel will be launched. The integration of omnichannel will help in engaging with the hotel owners and customers directly. This will help in increasing ROI and operational efficiency. Besides, omnichannel will help in tailoring personalised messages using AI and personalised services to engage with stakeholders. 
Besides, Omnichannel will be used to interact with team members and launch the services efficiently. This will help in strengthening the internal communication network of Accor’s Group, which will ensure collaboration and a positive work culture. 
Consultation 
Consultation plays a vital role in maintaining project transparency and stakeholder engagement. This helps in coordinating the interests and demands of each stakeholder without causing internal conflicts. Reflecting on this, the key measures that will be undertaken to consult with each stakeholder are the training framework, feedback framework and community program will be launched. The feedback framework will help in gathering feedback from every stakeholder, which will be considered as consultancy. 
Eventually, based on the feedback, the training framework will be launched to improve the work efficiency and strengthen the performance and adaptability of the workers. Additionally, the training framework will help in enhancing the operational efficiency, which will support the project of StaySmart+ services to provide personalised AI-driven services. Meanwhile, the community programme will be considered to manage the project, as communities will play a vital role in ensuring sustainable operation within the hospitality industry.  This will help in considering sustainable methods while maintaining transparency. 
Collaboration 
Collaboration plays a pivotal role in effectively delivering projects without facing any major conflicts. Collaboration ensures that project managers and team members are working collaboratively with the stakeholders. This helps in fostering a healthy work environment and promotes ownership. Considering this within the collaboration phase, the key steps or process that will be undertaken are coalition agreement strategies and managing cross-functional activities of launching StaySmart+ services. This will focus on segmenting the roles and responsibilities of each member based on their work performance and capabilities. It will help in maintaining a sportive work culture while ensuring a collaborative work environment, as the digital team and technical team will be working collaboratively to avoid miscommunication or barriers. Additionally, while integrating the performance matrices, training programmes will be launched to manage the work performance of the staff. 
Commitment 
Within the commitment phase, key measures will be considered, which will include sustainability and accountability actions. The commitment of the in the AI integration phase can be done through transforming them from passive objects through store-based reintegration. This phase can keep in the buy-in factor. It can be done through outlining the tangible benefits of the integration process with shared ownership for the process. It can also highlight the adherence to the utilization in the situational analysis. Hereby can assist in aligning to the sustainability demand in market , personalisation  in  industry .




[bookmark: _5ojkumy6mhjw][bookmark: _Toc224645451]Impact of stakeholders’ engagement on business performance and provide recommendations
AI is increasingly becoming a cornerstone in the evolution of project management. Stakeholder engagement ensures customers and staff drive AI-driven hospitality projects. This is a successful service personalised and improved efficiency (Lagac, 2023). This helps boost brand reputation and competitiveness. AI integrations with sustainability initiatives improve resource management and increase guest satisfaction, fostering trust and loyalty. For the Accor Group, the implementation of stakeholder engagement on performance through AI-guest interactions and personalisation’s could help to develop these projects (Wedgwood, 2019). The AI chatbots and other personalised tools increased the guest satisfaction and loyalty through engagements and tailored services. These achievements drive the large reset business and a positive reputation for the company.  From the project manager's perspective, this is necessary to engage stakeholders like local communities and guests for sustainability initiatives through AI tools that can reduce the impacts and operational costs and strengthen the brand differentiations.  This tool makes capabilities beyond simple automation and fosters improve decision-making process. It also enhances collaborative efforts. Different AI tools, like Chatbot, are powered by sophisticated AI algorithms and provide regular support and interaction with project stakeholders. This project in the hospitality industry could enhance the support with personalised response and reduce response time by improving times and efficiency. It results in higher stakeholder satisfaction, and they can feel their concerns and queries are addressed effectively. An effective chatbot must understand complex human languages to interact with stakeholders. AI-powered chatbots hold the substantial promise for stakeholder engagement in project management. It also presents remarkable metrics to improve communications, project outcomes, and stakeholder satisfaction. 
This project will help to optimise resource usage and automate opportunities. This improves operational efficiency and reduces waste that contributes to both financial savings and a better future guest experience (Rodgers, 2026). AI enables sustainability to create positive reputations, and businesses act as leaders in responsible tourism. AI-powered chatbots significantly contribute to the success of different areas, and AI plays a pivotal role in stakeholder engagement and overall project success. 
Impact
The stakeholder engagements with staff and guests are vital for Accor Groups to integrate AI. This directly drives the operations efficiency, hyper-personalisation, and sustainability. AI-driven tools like virtual concierges and automated systems could accelerate services by reducing energy consumption. This helps to engage guests through personalised data-driven insights. On the other hand, staff training could ensure smooth technology adoptions and enhance the service quality accordingly. These all ultimately elevate the brand differentiations for the project development. 
Recommendations
1. This is highly recommended for the new projects, as it should enhance AI literacy among staff and stakeholders to maximise the benefits and increase the acceptance of new technology within London for the Accor Group. 
2. AI tools could help to develop data analytics and guest behaviour data for better predictive personalisation and communications through the impact of improvements to the tools.
3. It also makes the bridges for “say-do” gap in sustainability by using the digital tools and could verify and communicate the impacts of environmental improvement, which is highly relevant to stakeholders (Tristancho, 2025).
4. Implementations of immersive technologies like AR and VR could create experiences for engaging and memorable experiences and enhance the brand reputation for innovations and suitability (taplowgroup, 2025).
5. AI adoption grows with secure guest data and is paramount to maintain within the objectives. It should also invest in staff training and upskilling employees for effective operations and collaboration with the IA tool. This could advocate for the technology driving services improvements for future project development. 
6. AI driven data insights with authentic human touchpoints maintain the luxury feel with increasing efficiency. By using AI to track and share the environmental impact of sustainability-focused initiatives. It could emphasise the amenities for guests and encourage active participation. 
[bookmark: _h210jtkf0ti]“StaySmart+” will be a project that integrates AI-driven guest interaction tools, personalised travel planning, and sustainability-focused amenities designed to enhance comfort, efficiency, and brand differentiation. With the help of these recommendations, the entire project could be developed (Siteminder, 2026). Furthermore, AI is transforming the key aspects of hospitality and enabling hyper-personalised, optimised revenue strategies and streamlining operations. AI dynamically adjusts the room rates based on demand, competitors' pricing and market conditions to maximise revenue. AI directs analytics could be used to advertise and promote to ensure the hotels can maximise their direct booking and provide personalised marketing efforts within the selected place. These tools will help simplify complex data and offer insights into their guests' preferences. It also provides behaviours to improve strategic decision-making for the hospital industry. Furthermore, AI-powered operations systems designed with streamlined guest communications and integrated the different platforms like Instagram, WhatsApp, and messengers that reduce support costs by up to 90%
[bookmark: _bm6hyip6bb1i][bookmark: _Toc224645452]

Conclusion 
This assignment has developed the key knowledge regarding the importance of Stakeholder Engagement in the successful commencement and completion of a project. Hence, stakeholder engagement is vital for project success, and this aligns with the project expectations, like project objectives, fosters trust, and reduces risks, ensuring smooth and fast deliveries. Thus, bridge the gaps between project teams and users. It all transforms the resistance into support and directly affects the practice performance by improving decision-making and increasing accountability. These could secure the necessary buy-in and timely completions. This assignment has developed the concept of a service called “StaySmart+” which integrates AI-driven guest interaction tools, personalised travel planning, and sustainability-focused amenities designed to enhance comfort, efficiency, and brand differentiation. The assignment has identified the key internal and external stakeholders for launching the news services in the international and local markets. Some suitable mechanisms and strategies for stakeholder engagement have also been provided in the report for stakeholder engagement and fostering collaboration. This could increase commitments and trust across different markets, contexts, and cultures. Some benefits and challenges for the morrow are discussed in the report. To know the internal and external environment, the assignment has  been provided with the SWOT and PESTLE analysis of the London markets for Accor Group. 
As the project manager for the StaySmart+ launch, an AI-driven premium guest service integrating personalised travel planning across London and international markets, the project manager could adopt a proactive approach. This could also be also a structured approach regarding stakeholder management. The high-stakes nature of the project might require balancing immediate operational requirements in London with the strategic requirements of international rollout. Additionally, it can help in ensuring both technological integration and cultural alignment. The roles and responsibilities of the key stakeholders were highly significant. The success of the project might depend on the synergy between AI accuracy and human empathy. Effective stakeholder management requires keeping the internal and external groups informed and engaged. By highly concentrating on high power and high interest, individuals could make the project successful. 
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