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Executive Summary
This report analyses stakeholder engagement for the StaySmart+ project at Hilton.
The project aims to introduce AI- driven customer experience services across international markets.
The report identifies key internal and external stakeholders and evaluates their roles,
Responsibilities: and impact on project success. Several tools, such as stakeholder mapping, communication plan, and the RACI matrix, are applied to improve stakeholder engagement, which can reduce conflict and improve cooperation. The 4C (communication, collaboration, consultation, and commitment) explains how stakeholder engagement can reduce conflict and improve cooperation. The report also evaluates how effective engagement contributes to better business.




[bookmark: _Toc227846931][bookmark: _Toc227854101]Introduction
This report focuses on Hilton Hotel & Resorts, one of the leading international hospitality companies. Hilton operates in more than 120 countries and offers a wide range of services, including luxury hotels, business accommodation, and budget- friendly options.  The company is well known for its strong brand reputation, high-quality customer service, and continuous innovation in the hospitality industry.
Hilton is planning to launch a new service called Stay Smart+.  This service uses artificial intelligence (AI) to improve the guest experience. It includes AI- driven guest interaction tools, personalised travel planning, and sustainability- focused services such as energy-saving systems and eco-friendly options. This service aims to improve customer satisfaction, increase efficiency, and strengthen Hilton’s competitive advantage.
The project in planned to be implemented within six months across selected holes worldwide. However, the project’s success depends on effective stakeholders’ engagement. Stakeholders such as employees, managers, customers, suppliers, and regulators must work together and support the project.
The purpose of this report is to analyse key stakeholders, apply relevant business frameworks, and evaluate how stakeholder engagement can improve business performance and ensure the successful implementation of the StaySmart+ service.



[bookmark: _Toc227846932][bookmark: _Toc227854102]SWOT and PESTLE Analysis
[bookmark: _Toc227846933][bookmark: _Toc227854103] SWOT Analysis
	Factor
	Description

	Strengths
	Hilton has a strong global brand, high customer trust, and advanced technology systems.

	Weaknesses
	Employees may resist new AI systems, and training is required.
Implementation is costly.

	Opportunities
	Growing demand for personalised and sustainable services in hospitality.

	Threats
	Cybersecurity risks, strong competition, and economic uncertainty.



[bookmark: _Toc227846934][bookmark: _Toc227854104]Explanation. 
The SWOT analysis shows that Hilton has strong internal capabilities, especially its global brand and advanced technology. These strengths support the successful launch of StaySmart+. However, there are also weaknesses, such as employee resistance to new technologies and high implementation costs. 
Opportunities exist due to increasing customer demand for digital and sustainable services. StaySmart+ can help Hilton improve customer experience and gain a competitive advantage. However, threats such as cybersecurity risks and strong competition must be managed carefully.
This analysis highlights the importance of stakeholder engagement. Employees must be trained to reduce resistance, while IT teams and suppliers must work together to reduce risks. Therefore, stakeholder collaboration is essential to maximise strengths and minimise weaknesses.
[bookmark: _Toc227846935][bookmark: _Toc227854105] PESTLE Analysis
	Factor
	Impact on StaySmart+

	Political
	Government regulations on AI and data protection.

	Economic
	Inflation and changes in travel demand.

	Social
	Customers want personalised and fast services.

	Technological
	Rapid growth of AI and digital systems.

	Legal
	GDPR and data privacy laws must be followed.

	Environmental
	Demand for sustainable and eco-friendly services.



[bookmark: _Toc227846936][bookmark: _Toc227854106]Explanation
The PESTLE analysis shows that external factors have a strong impact on the StaySmart+ project. Political and legal factors require Hilton to follow strict data protection laws, especially when using AI systems. This means the company must work closely with regulators.
Economic conditions can affect customer spending and investment decisions. Social trends show that customers expect personalised and sustainable services, which supports the introduction of StaySmart+. Technological factors create opportunities for innovation but also increase risks.
Environmental concerns require Hilton to adopt sustainable practices. Overall, this analysis shows that stakeholder engagement is essential to respond to external challenges and ensure successful implementation.
[bookmark: _Toc227846937][bookmark: _Toc227854107]SMART Objectives- StaySmart+
	Objective
	Specific
	Measurable
	Achievable
	Relevant
	Time-bound

	Improve
Customer
Experience
	Introduce AI- driven guest interaction tools, personalised travel planning, and smart room technology to enhance comfort and service quality.
	Look at customer satisfaction scores, internet reviews, and feedback surveys.
Goal: make people 20% happier.
	Use Hilton’s existing digital infrastructure and trained employees.
Provide additional staff training where needed.
	Supports Hilton’s strategic goal to improve customer experience and increase brand loyalty in global markets.
	Implementation completed within 6 months, with a performance review after launch.

	Increase
Operational
Efficiency
	Implement automated
Systems such as digital check-in, smart service requests, and AI-based customer support.
	Measure reduction in service time and operational costs. Target: reduce check-in time by 30%.
	Achieved through system integration, staff training, and the use of existing technologies.
	Improves service speed, reduces operational costs, and increases overall
productivity.
	Fully implemented within the project timeline (6months).

	Enhance
Sustainability
	Introduce eco- friendly solutions such as energy-saving systems, digital services, and reduced paper usage.
	Measure energy consumption and waste reduction. Target: Reduce energy use by 15%.
	Use available sustainable technologies and existing Hilton environmental strategies.
	Supports corporate social responsibility and improves brand image.
	Achieved within 6 months and monitored continuously.

	Improve
Stakeholder
Engagement
	Develop clear communication strategies, regular meetings, and feedback systems to stakeholders.
	Measure employee engagement, satisfaction surveys, and stakeholder feedback. Target: increase engagement by 25%.
	Use training programs, digital communication tools, and structured engagement plans.
	Ensures collaboration, reduces conflict, and supports project success.
	Continuous process throughout the project lifecycle.



[bookmark: _Toc227846938][bookmark: _Toc227854108]Explanation
The SMART objectives provide a clear and structured plan for the StaySmart+ project at Hilton Hotels & Resorts. Each objective is specific, quantifiable, achievable, relevant, and time - bound. This helps make sure that the project is well organised and easy to evaluate
The first objective focuses on improving customer experience using AI technologies and personalised services. This is important because modern customers expect fast and customised experiences. The second objective aims to increase operational efficiency by reducing service time and using automation.  This helps improve productivity and reduce costs.
The third objective focuses on sustainability, which is very important in the hospitality industry today. Customers prefer environmentally friendly services, and this supports Hilton’s brand reputation. The final objective is stakeholder engagement, which is essential for project success. Engaged stakeholders are more likely to support the project and reduce resistance to change.
Overall, SMART objectives help the project manager monitor performance, track progress, and ensure that all stakeholders are aligned with project goals.
[bookmark: _Toc227846939][bookmark: _Toc227854109] Stakeholders Involved in StaySmart+ Project (Hilton)
	Stakeholder
	Role and Responsibilities

	Hotel Employees
	Adapt to new AI technologies, provide feedback during implementation, maintain service quality and ensure smooth guest interactions.

	Project Management Team
	Plan, coordinate, and oversee the StaySmart+ project, manage risks, timeliness, and communication between departments.

	Senior Leadership 
(Executive)
	Approve strategic decisions, allocate budgets, monitor progress, and ensure alignment with Hilton’s long-term goals.

	HR Department
	Support staff training, manage change resistance, provide communication, and ensure employee engagement.

	IT Department
	Implement AI systems, maintain cybersecurity, ensure system integration, and support digital infrastructure.



[bookmark: _Toc227846940][bookmark: _Toc227854110]External Stakeholders. 
	Stakeholder
	Roles and Responsibilities

	Technology Providers
	Develop and supply AI tools, ensure system functionality, and provide technical support.

	Customers (Guests)
	Use digital services, provide feedback, and influence service improvement through satisfaction levels.

	Suppliers & Service Providers 
	Provide digital systems, equipment, and maintenance services for smooth operations.

	Government & Regulators
	Ensure compliance with data protection, privacy laws, and sustainability regulations.

	Local Communities
	Benefit from improved services and job opportunities, while being affected by business operations.

	Media
	Share information about innovation, influence public perception, and support brand image.



[bookmark: _Toc227846941][bookmark: _Toc227854111]Stakeholders Benefits and Challenges
	Stakeholders 
	Benefits
	Challenges

	Hotel Employees
	Gain new skills, improve efficiency, and enhance career development.
	May experience resistance to change, stress, or fear of technology.

	Project 
Management
Team
	Improve project delivery and coordination across departments.
	May experience resistance to change, stress, or fear of technology.

	Senior Leadership
	Strengthen brand image, innovation, and competitive advantage.
	Must manage risks and deadlines, and limited resources.

	HR Department
	Improve employee engagement and training systems.
	Face pressure to deliver results and justify investment.

	IT Department
	Enhance digital infrastructure and innovation capabilities.
	Must avoid system failures and ensure data security.

	Customers
	Receive faster, personalised, and improved services.
	Privacy concerns and reduced human interaction.

	Suppliers
	Gain long-term business partnerships and revenue.
	Must meet strict quality and delivery requirements.



[bookmark: _Toc227846942][bookmark: _Toc227854112] Stakeholder Power-Interest Matrix (Hilton Project)
Key Players (High Power, High Interest)
· Senior Leadership (Executives)
· Project Management Team
· Owners/ Stakeholders

Keep Informed (Low Power, High Interest)
· Hotel Employees
· HR Department
· IT Department
· Customers
Minimal Effort (Low Power, Low Interest)
· Suppliers
· Media
· Local Communities
[bookmark: _Toc227846943][bookmark: _Toc227854113]Explanation
The power-interest matrix helps identify how stakeholders should be managed during the StaySmart+ project. High-power and high – stakes, like senior leadership and project managers, are key players and require continuous involvement in decision-making.
Their support is critical for project success. (Freeman, 1984, cited in Freeman, 2022)
Stakeholders with high power but lower interest, such as regulators, should be kept satisfied to ensure compliance and avoid legal issues. On the other hand, employees and customers have high interest but lower power, so they must be kept informed through regular communication and updates.
Low-power and low-interest stakeholders, such as suppliers or media, require minimal effort but should still be monitored to avoid unexpected risks.
Overall, the matrix allows the project team to prioritise engagement strategies, improve communication, and ensure that all stakeholders are managed effectively throughout the project lifecycle. (Shafique and Gabriel, 2022)
[bookmark: _Toc227846944][bookmark: _Toc227854114] Stakeholder Assessment
	Stakeholder
	Level Interest
	Level of Involvement
	Level of Influence
	Level Impacted by Project

	Hotel Employees
	High
	High
	Medium
	High

	Project Management Team
	High
	High
	High
	High

	Senior Leadership
	High
	Medium
	Hogh
	High

	Owners/ Stakeholders
	High
	Low
	High
	Medium

	Customers
	High
	Medium
	Medium
	High

	Suppliers
	Medium
	Medium
	Medium
	Medium

	Government
	High
	Low
	High
	Low

	Local Communities
	Medium
	Medium
	Low
	Medium

	Media
	Medium
	Low
	Medium
	Low



[bookmark: _Toc227846945][bookmark: _Toc227854115]Communication Plan
	Stakeholder
	Weekly meeting
	Monthly meeting
	Weekly project status
	Monthly Highlight report
	Monthly newsletter
	Exception reports

	Hotel Employees
	X F2F
	
	X F2F
	
	
	

	Project Management
	X VC
	X F2F
	X PIP
	X VC
	
	X TC

	Senior Leadership
	
	X F2F
	
	X VC
	X E
	X F2F

	Owners/ Stakeholders
	
	
	
	X VC
	X E
	

	Customers
	
	
	
	
	X E
	

	Suppliers/ Teach Providers
	
	X VC
	
	X VC
	
	X TC

	Government/
Regulators
	
	
	
	X E
	
	X TC



Key: 
· F2F – Face to Face
· VC – Video Conference
· E – Email
· PIP – Project Intranet Page
· TC – Teleconference
[bookmark: _Toc227846946][bookmark: _Toc227854116]Short Explanation
The communication plan makes sure that the way and how often stakeholders talk to each other meet their needs. Employees and other internal stakeholders, such as the project team, need to meet once a week to help with coordination and problem- solving.
Senior executives and stakeholders get regular updates to help them make strategic decisions.
Newsletters and official reports are the major ways that external stakeholders, such as customers and regulators, are kept up to date. To make things clearer and more efficient, people use several ways to talk to each other, such as in- person meetings, video calls, and online platforms.
The structured approach helps avoid information overload while ensuring that all stakeholders receive relevant and timely information throughout the project lifecycle.
[bookmark: _Toc227846947][bookmark: _Toc227854117] Level of Engagement
	Stakeholder
	Unaware
	Resistant
	Neutral
	Supportive
	Leading

	Hotel Employees
	
	
	C
	
	D

	Project Management Team
	
	
	
	C
	D

	Senior Leadership
	
	
	
	C
	D

	Owners/ Stakeholders
	
	
	C
	
	D

	Customers
	
	
	C
	
	D

	Suppliers
	
	C
	
	
	D

	Government
	
	
	C
	
	D

	Local Communities
	
	
	C
	
	D

	Media
	
	
	C
	
	D



Legend:
· C = Current level
· D = Desired level
[bookmark: _Toc227846948][bookmark: _Toc227854118]Short Explanation
The engagement matrix shows the current and desired levels of stakeholder involvement in the StaySmart+ project. Most stakeholders are currently at a neutral level, meaning they are aware but not fully engaged. The goal is to move them toward a leading level, where they actively support and promote the project.
Internal stakeholders, such as employees and project managers, are expected to become highly engaged to ensure successful implementation. 
External stakeholders, including customers and suppliers, should also move to a supportive or learning level to improve collaboration.
This approach helps increase stakeholder commitment, reduce resistance, and ensure smoother project delivery.
[bookmark: _Toc227846949][bookmark: _Toc227854119] RACI Matrix
	Task/ Activity
	Project Manager
	Senior Leadership
	HR Department
	IT Development
	Tech Providers
	Regulators

	Define project goals
	A
	C
	C
	I
	I
	I

	Approve project budget
	C
	A
	I
	I
	I
	I

	Staff training & Change management
	C
	I
	R
	I
	I
	I

	Implement AI systems
	C
	I
	I
	R
	R
	I

	Communication with stakeholders
	R
	A
	C
	C
	I
	I

	Ensure legal compliance
	C
	I
	I
	I
	C
	A

	Monitor project progress
	R
	I
	I
	C
	C
	I



Legend:
· R - Responsible
· A - Accountable
· C - Consulted
· I – Informed
[bookmark: _Toc227846950][bookmark: _Toc227854120]Short Explanation
The RACI matrix clarifies roles and responsibilities within the StaySmart+ project. The project manager is responsible for ensuring that actions are carried out and the project is delivered.
Senior leadership is accountable for key decisions, including approving budgets and setting strategic direction.
HR manages employee- related activities, including training and change management, while the IT department is responsible for implementing and maintaining digital systems. Technology providers support technical delivery, and regulators ensure compliance with legal requirements.
This clear allocation of responsibilities reduces confusion, improves communication, and ensures accountability across all stakeholders. As a result, the project can be managed more efficiently, and risks can be minimised.
[bookmark: _Toc227846951][bookmark: _Toc227854121]Stakeholder Engagement and Conflict Management Using the 4C’s Model
Stakeholder engagement is essential for project success as it builds trust, reduces resistance, and improves collaboration (Kujala et al., 2023). In complex projects such as the StaySmart+ digital transformation at Hilton, different stakeholder interests can lead to conflicts.
For the project manager, engagement is not a secondary activity, but a core process used to align objectives and manage expectations. The 4C’s model- Communication, Collaboration, Consultation, and Commitment – provides a structured approach to managing stakeholder relationships and resolving conflicts effectively.
[bookmark: _Toc227846952][bookmark: _Toc227854122] Communication - The Foundation of Alignment and Trust
Communication is the most visible and frequent engagement activity. Poor communication can create misunderstandings, reduce trust, and increase resistance among stakeholders.
In the StaySmart+ project, communication is tailored to stakeholder needs. Senior leadership and project managers receive monthly updates through meetings and reports to support strategic decisions. Employees and operational teams receive weekly updates to address day-to-day challenges such as system implementation and training issues.
Clear and consistent communication ensures transparency, aligns expectations, and reduces the risk of conflict during the project.
[bookmark: _Toc227846953][bookmark: _Toc227854123]Collaboration – Building Shared Solutions
Collaboration involves stakeholders working together to solve problems and make decisions. It reduces conflict by encouraging shared ownership of outcomes.
In this project, the IT department collaborates closely with technology providers to implement AI systems and digital platforms. HR works with both IT operations teams to design training programs that support employees during the transition.
For example, instead of imposing top-down decisions, the project manager organises workshops where teams can propose solutions. This approach helps balance technical requirements, employee needs, and budget constraints, reducing potential disagreements.
[bookmark: _Toc227846954][bookmark: _Toc227854124] Consultation- Reducing Resistance Through Inclusion
Consultation goes beyond simply informing stakeholders; it allows them to express opinions and influence decisions. This reduces resistance and increases acceptance of change.
Employees are consulted on system usability, training needs, and workplace changes.
Even when not all suggestions are implemented, providing clear explanations helps build trust.
Suppliers and partners are also consulted early to ensure that technical solutions meet project requirements. This proactive approach helps identify risks early and prevents conflicts later in the project.
[bookmark: _Toc227846955][bookmark: _Toc227854125]Commitment – Sustaining Support Over the Project Lifecycle
Commitment represents the highest level of stakeholder engagement, where stakeholders actively support and promote the project.
In the Stay Smart+ project, commitment is achieved by demonstrating clear benefits,
Such as improved customer experience and operational efficiency. Recognising employee contributions and maintaining regular communication helps sustain motivation.
Strong commitment from stakeholders ensures long-term success, reduces resistance to change, and improves overall project performance.
[bookmark: _Toc227846956][bookmark: _Toc227854126]Conflict Management Through the 4C’s
Each element of the 4C model supports conflict management:
· Communication ensures expectations are clear and reduces misunderstandings. 
· Collaboration encourages joint problem-solving and avoids conflicts.
· Consultation allows concerns to be addressed early.
· Commitment keeps stakeholders focused on shared goals.
When conflicts arise, such as disagreements between departments or employee resistance, the project manager uses meetings and discussions to find solutions grounded in facts and shared objectives. This structured approach helps prevent escalation, improves relationships, and ensures smoother project delivery.
[bookmark: _Toc227846957][bookmark: _Toc227854127]Frameworks and Models
The successful implementation of the StaySmart+ service at Hilton & Resorts requires the use of structured frameworks and models to ensure effective stakeholder engagement. These frameworks support decision-making, improve communications, and clarify responsibilities across a complex, global project environment. Key models applied in this report include Mendelow’s Stakeholder Matrix, the RACI Matrix, and a structured Communication Plan. (PMI, 2021)
[bookmark: _Toc227846958][bookmark: _Toc227854128]Mendelow’s Stakeholder Matrix
	Category
	Stakeholders

	High Power/ High Interest
	Senior Management, Project Manager

	High Power/ Low Interest
	Investors, Regulators

	Low Power/ High Interest
	Employees, Customers

	Low Power/ Low Interest
	General Public


Mendelow’s Stakeholder Matrix is a widely used tool for analysing stakeholders based on their level of power and interest in a project. This model allows project managers to prioritise stakeholders and apply appropriate engagement strategies.







The matrix shows that stakeholders with a lot of power and interest need to be controlled closely because they have the most say over how the project turns out. In the case of StaySmart+, senior management is very important for making decisions and allocating resources. The project manager, on the other hand, makes sure that everything is in order and that the project is carried out.
Stakeholders with high power but low interest, such as regulations, must be kept satisfied. Although they may not be actively involved in daily operations, their decisions can significantly impact the project, particularly in areas such as data protection and AI regulation.
Conversely, stakeholders with high interest but low power, such as employees and customers, should be kept informed and engaged. Employees are directly involved in delivering the service, while customers influence its success through feedback and usage. Their engagement is essential for ensuring service quality and customer satisfaction.
[bookmark: _Toc227846959][bookmark: _Toc227854129]RACI Matrix
RACI Matrix is a practical tool used to define roles and responsibilities within a project. It identifies who is Responsible, Accountable, Consulted, and Informed for each task.
	Task
	R (Responsible)
	A (Accountable)
	C (Consulted)
	I (Informed)

	AI Development
	IT Team
	Project Manager
	Suppliers
	Management

	Marketing
	Marketing Team
	Project Manager
	Sales Team
	Customers

	Training
	HR Department
	Project Manager
	Managers
	Staff

	Implementation
	Operations
	Senior Management
	All Teams
	Stakeholders



The RACI model improves clarity and reduces confusion by ensuring that each stakeholder understands their role within the project. For example, the IT team is responsible for developing AI systems, while the project manager is accountable for ensuring that these systems are delivered in large-scale projects such as StaySmart+, where multiple departments and stakeholders are involved. Without clear role allocation, there is a risk of duplication of work, delays, and miscommunication.
[bookmark: _Toc227846960][bookmark: _Toc227854130] Communication Plan
For successful stakeholder involvement, it is important to be able to communicate well. An organised communication plan makes sure that stakeholders get the relevant information at the right time.
	Stakeholder
	Method
	Frequency
	Purpose

	Employees
	Meetings, Training
	Weekly
	Updates and skill development

	Management
	Reports, Presentations
	Monthly
	Strategic decisions

	Customers
	Mobile apps, Emails
	Ongoing
	Feedback and engagement

	Suppliers
	Emails, Meetings
	Bi- weekly
	Coordination

	Regulators
	Reports
	As required
	Compliance



The communication plan supports transparency and ensures alignment between stakeholders. 
For example, regular employee training sessions help reduce resistance to new technologies, while ongoing communication with customers allows the organisations to adapt services based on feedback.
In a global project context, communication must also consider cultural differences and technological accessibility. Digital platforms can improve efficiency, but they may not be equally effective across all regions. Therefore, communication strategies should be adapted to local contexts.
[bookmark: _Toc227846961][bookmark: _Toc227854131]Critical Analysis
The integration of Mendelow’s matrix, the RACI model, and a structured communication plan provides a comprehensive approach to stakeholder management. Each framework addresses a different aspect of engagement:
· Mendelow’s matrix focuses on stakeholder prioritisation
· RACI clarifies roles and responsibilities
· Communication planning ensures effective information flow
Together, these tools enhance coordination, reduce conflict, and support informed decision-making. However, their effectiveness depends on how they are applied in practice.
One key limitation is that these models are often static, while stakeholder relationships are dynamic. Stakeholder power and interest can change due to external factors such as market conditions, technological developments, or regulatory changes. Therefore, continuous monitoring and adaptation are essential.
Additionally, the successful application of these frameworks depends on the skills of the project manager. Strong leadership, communication, and problem-solving skills are required to manager stakeholder relationships effectively.
Overall, these frameworks provide a solid foundation for stakeholder engagement. When applied strategically, they can significantly improve the success of the StaySmart+ project by ensuring that stakeholders are aligned, informed, and actively involved throughout the project lifecycle.

[bookmark: _Toc227846962][bookmark: _Toc227854132] Impact of Stakeholder Engagement on Business Performance
	Engagement Activity
	Key Stakeholders Involved
	Business Performance
	Relational Benefits (Ashcroft, 2017) 

	Weekly project status meetings
	Project team, management, suppliers
	Faster issue resolution, reduced delays
	Strengthened trust and shared accountability

	Early stakeholder involvement in planning
	Senior leadership, suppliers, contractors
	Avoided late changes, cost savings
	Reduced relational risk, improved cooperation

	Employee consultations on AI systems
	Employees, HR, IT
	Improved service quality, higher adoption rates
	Increased employee trust and morale

	Customer feedback and digital interaction
	Customers, marketing team
	Improved customer satisfaction and service personalisation
	Stronger customer relationships and loyalty

	Transparent communication through reports
	Senior leadership shareholders
	Better decision-making and budget control
	Increased organisational trust and commitment


Stakeholder engagement improved business performance by reducing delays, improving decision-making, and increasing customer satisfaction. (Hristov and Appolloni, 2022)
Critically, stakeholder engagement has a direct and measurable impact on business performance. Effective engagement improves operational efficiency by reducing delays and improving coordination, better service delivery, and personalised experiences. However, stakeholder engagement can also create challenges, such as increased costs, longer decision-making processes, and potential conflicts between stakeholder interests. Therefore, while engagement provides significant benefits, it must be managed carefully to balance efficiency and stakeholder expectations. This highlights the importance of structured engagement strategies in achieving long-term organisational success.




[bookmark: _Toc227846963][bookmark: _Toc227854133] Recommendation
	Recommendation
	Purpose/ Expected Benefit
	Linked Theory/ Source

	Adopt a centralised digital collaboration platform (e. g., integrated project dashboard). 
	Improve transparency and ensure real-time information sharing between departments, suppliers, and management.
	The relational Lens (2017) – reducing relational risk through better communication.

	Measure stakeholder engagement effectiveness using KPIs (e.g., satisfaction scores, response time, system adoption rates).
	Enable monitoring of engagement success and identify areas for improvement.
	PMI (2021)- performance measurement and continuous improvement.

	Increase early stakeholder involvement in planning stages.
	Reduce resistance, avoid late design changes, and improve decision quality.
	Freeman (1984, cited in Freeman, 2022).
Stakeholder Theory.

	Provide continuous training and support for employees during digital transformation.
	Improve system adoption, reduce errors, and increase employee confidence.
	(Kotter, 1996, cited in Wright, 1997) – Change Management (support and empowerment).

	Strengthen communication strategies using multiple channels (Meetings, digital tools, feedback systems).
	Ensure clarity, reduce misunderstandings, and maintain stakeholder alignment.
	PMI (2021) – effective communication management.

	Develop long-term stakeholder relationship strategies.
	Build trust, loyalty, and sustained collaboration across future projects.
	BS ISO 44001 (2020) – Collaborative
Relationship
Management.



[bookmark: _Toc227846964][bookmark: _Toc227854134]Short explanation
These recommendations improve stakeholder engagement in future projects by enhancing communication, collaboration, and performance monitoring.
Using digital tools and clear KPIs allows project managers to track engagement effectiveness and respond quickly to issues. Early stakeholder involvement reduces resistance and improves decision-making, while continuous training supports the successful implementation of new systems. (Kotter, 1996, cited in Wright, 1997)
Applying established theories such as Stakeholder Theory, the Relational Lens, and PMI guidelines ensures that engagement strategies are structured, measurable, and aligned with best practice. Overall, these improvements can lead to better project outcomes, stronger relationships, and increased organisational performance. (PMI, 2021)
[bookmark: _Toc227846965][bookmark: _Toc227854135]Conclusion
In conclusion, stakeholder engagement plays a critical role in the success of the StaySmart+ project. This report demonstrated that identifying and managing both internal and external stakeholders is essential to ensure alignment, reduce resistance, and support project delivery.
The use of tools such as stakeholder mapping, communication plans, and the RACI matrix helped clarify roles and improve coordination. Furthermore, applying the 4C model showed how communication, collaboration, consultation, and commitment contribute to effective conflict management.
The evaluation highlighted that strong stakeholder engagement leads to improved business performance, including increased efficiency, better decision-making, and strong relationships. However, challenges such as resistance to change and communication barriers must be carefully managed.
[bookmark: _Toc227846966][bookmark: _Toc227854136]Reference
Ashcroft, J. (2017). The Relational Lens. Cambridge University Press.
BS ISO 44001 (2020) Collaborative business relationship management systems. London: BSI.
Freeman, R.E. (2022) ‘’My Own Book Review. Strategic Management: A Stakeholder Approach,’’ Management (Paris, France: 1998). AIMS, pp. 67-69.
Hristov, I. and Appolloni, A. (2022) ‘Stakeholder ‘engagement in business strategy as a driver for performance’, Business Strategy and the Environment, 31(4), pp. 1488-1503. Available at: https://doi.org/10.1002bse.2965. 
https://doi.org/10.3390/su141811765 
Kujala, J., Heikkinen, A. and Blomberg, A. (2023). Stakeholder Engagement in a Sustainable Circular Economy: Theoretical and Practical Perspectives. 1st ed. Edited by A. Blomberg, A. Heikkinen, and J. Kujala. Cham: Springer Nature. Available at: https://doi.org/10.1007/978-3-031-31937-2. 
Lindgreen, A. (2019). Engaging with stakeholders: a relational perspective on responsible business. 1st ed. Abingdon, Oxon: Routledge, Taylor & Francis Group.
Project Management Institute (2011). A Guide to Project Management Body of Knowledge (PMBOK ®Guide). 7th ed. Newtown Square, PA: Project Management Institute.
Project Management Institute, publisher (2021). The standard for project management and a guide to the project management body of knowledge
Shafique, K. and Gabriel, C. A (2022) Vulnerable stakeholders’ engagement: Advancing stakeholder theory with a new attribute and salience framework, Sustainability, 14 (18), 11765.
Wright, G.A. (1997) ‘’Leading change: by John P. Kotter. Boston: Harvard Business School Press, 1996. 186 + viii pages. $24.95, ‘’ The Journal of product innovation management. Elsevier Inc, p. 532. Available at: https://doi.org/10.1111/1540-5885.1520197-i6. 



2

	
	
	



1

