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Introduction 
One of the top hotel chains in the world, InterContinental Hotels Group (IHG) runs more than 6,000 properties in more than 100 nations. The company, which has its headquarters in the UK with robust operations in London and Birmingham, oversees popular hotel brands like Kimpton Hotels & Restaurants, Crowne Plaza, Holiday Inn, and InterContinental Hotels & Resorts. Using cutting-edge service design, digital technology, and international brand standards, the company focuses on providing exceptional guest experiences. IHG is getting ready to introduce Stay Smart+, a new premium guest experience service, in response to changing traveller expectations and growing competition in the global hospitality sector. To increase client pleasure and operational efficiency, this service incorporates sustainability-focused amenities, personalised travel planning, and artificial intelligence-driven guest contact tools. AI-powered concierge services, customised itinerary suggestions, smart room technology, and eco-friendly features including energy-efficient room systems and sustainable product offerings will all be available to visitors with Stay Smart+. Within six months, Stay Smart+ will be implemented in a few hotels in major international markets, such as North America, Europe, and Asia. Close cooperation across a variety of stakeholders, including internal departments like product development, marketing, IT, operations, and sales, as well as external partners like technology providers, clients, suppliers, and regulatory bodies, will be necessary for a successful implementation (InterContinental Hotels Group, 2023).
To guarantee that organisational objectives and stakeholder expectations are in line, stakeholder involvement is crucial. Stakeholder theory states that organisations manage connections with people or groups that either impact or are influenced by the organization's goals to achieve sustainable success. As the project manager in charge of the creation and introduction of Stay Smart+, it is my responsibility to locate, evaluate, and involve stakeholders to guarantee that the service is successfully deployed in a variety of cultural and commercial contexts. This report will analyse the project's major stakeholders, assess their roles and responsibilities, apply engagement frameworks like the RACI matrix and stakeholder mapping, and critically evaluate the advantages and difficulties of stakeholder engagement in the hospitality sector (Freeman, 1984).

SWOT Analysis
SWOT analysis is a strategic tool used to evaluate organisational strengths, weaknesses, opportunities and threats (Humphrey, 2005).
Strengths: - IHG is well-known throughout the world and has a vast worldwide hotel network. The company gains by having a variety of brands that cater to various market niches, including mid-range and premium lodging. Robust customer loyalty initiatives, like IHG One Rewards, contribute to customer retention and repeat business. The company may also invest in digital advancements like AI-powered services because it has substantial financial and technological resources.
Weaknesses: - Despite its wide-ranging presence, it can be difficult and expensive to integrate new technologies across several hotel brands and foreign locations. The adoption of the Stay Smart+ service may be slowed down by variations in operational standards across managed and franchised hotels. Additionally, operational efficiency may initially be lowered by staff training requirements and change management difficulties.
Opportunities: - Stay Smart+ has a lot of prospects due to the growing desire for customised and tech-enabled travel experiences. Adding eco-friendly features to the service is also supported by raising customer understanding of sustainability. Additionally, the tourism industries worldwide recovery after the COVID-19 epidemic has given hospitality businesses the chance to innovate and draw in new clients.
Threats: - The hospitality sector is fiercely competitive, with big rivals like Marriott International and Hilton Worldwide making significant investments in customer experience and digital innovation. The success of the Stay Smart+ rollout may also be impacted by geopolitical unrest, economic uncertainty, and changes in demand for international travel.

PESTLE Analysis
PESTLE analysis helps organisations examine macro-environmental factors such as political, economic, social, technological, legal and environmental influences (Johnson, Whittington and Scholes, 2017).
	Political
	International hospitality companies must comply with different regulatory frameworks across countries, including labour laws, tourism regulations and sustainability standards.

	Economic
	Consumer travel spending may be impacted by inflation and changes in the economy. However, if positioned properly, premium services like Stay Smart+ can provide new revenue streams.

	Social
	Personalised services and digital convenience are becoming more important to modern travellers. Consumer awareness of sustainability is also rising, which motivates hotels to implement eco-friendly procedures.

	Technological
	Advances in artificial intelligence, mobile technology and smart hotel infrastructure enable the integration of digital guest services and automation within hotel operations.

	Legal
	AI systems must handle visitor data carefully to comply with data protection laws like the General Data Protection Regulation.

	Environmental
	As hospitality businesses work to lower their carbon emissions and environmental effect, sustainability efforts are increasingly becoming a strategic priority.



SMART Objectives for Stay Smart+
	Specific
	Launch Stay Smart+ across 30 flagship IHG hotels in key international markets.

	Measurable
	Achieve a 20% increase in guest satisfaction scores within 12 months.

	Achievable
	Train at least 90% of hotel staff on the new service prior to launch.

	Relevant
	Strengthen IHG’s brand differentiation through digital and sustainable hospitality.

	Time-bound
	Complete the implementation in six months.



Key Internal and External Stakeholders
Stakeholders are people or organisations that have an impact on or are impacted by a project's results. Many internal and external stakeholders must work together to deploy Stay Smart+ (Pinheiro, 2015).
Internal Stakeholders
1. Executive Board and Senior Management: - They approve finances, give strategic direction, and make ensuring the project is in line with organisational objectives.
2. Team for Product Development: - In charge of creating the Stay Smart+ service, which includes sustainability and AI elements.
3. Information Technology (IT) Department: - Creates and incorporates the AI tools, digital systems, and smart room technology needed for the service.
4. Marketing Department: - Promotes the new service and communicates its value to customers through advertising and digital campaigns.
5. Sales Department: - Promotes Stay Smart+ as a component of hotel packages in collaboration with partners, corporate clients, and travel agencies.
6. Hotel Operations and Staff: - Front desk employees, concierge staff and housekeeping teams will deliver the service directly to guests.
External Stakeholders
1. Guests and Customers: - They are the service's main beneficiaries, and its success is determined by how satisfied they are.
2. Technology Providers: - External technology companies that provide digital platforms, smart room equipment, and AI software.
3. Suppliers: - Businesses who offer eco-friendly toiletries and energy-efficient equipment, among other sustainable goods and services.
4. Travel Agencies and Online Booking Platforms: - Platforms such as Booking.com and Expedia Group promote hotel services to global customers.
5. Government and Regulatory Bodies: - Authorities responsible for tourism regulation, data protection and environmental standards.
6. Local Communities and Environmental Organisations: - Their support is essential for sustainability initiatives and responsible tourism practices.

Roles, Responsibilities, Benefits and Challenges
The success of Stay Smart+ depends on clear stakeholder roles and effective collaboration. Strategic decision-making, financial investment, and project progress monitoring fall under the purview of senior management. Their participation guarantees that the service is in line with long-term business objectives and improves IHG's standing in the market. Senior managers might have trouble striking a balance between financial risk and innovation spending, though. The Stay Smart+ concept was designed in large part by the product development team. Their knowledge guarantees that the service successfully incorporates AI-driven visitor interaction, travel planning, and sustainability elements. The group gains from the chance to create cutting-edge hospitality solutions, although they can encounter difficulties because of time restraints and complicated technology (Freeman, 1984).
Digital infrastructure, including smart room technologies, mobile applications, and AI concierge systems, is implemented by the IT department. These systems need to function flawlessly across various hotel brands and locations. Cybersecurity threats and interoperability with current hotel management systems are the main obstacles.
Marketing teams make sure that target markets are informed about the new service in an efficient manner. They create digital promotions, advertising campaigns, and branding initiatives. Their efforts help to raise market awareness and differentiate brands. Marketing departments must, however, also control expectations and guarantee that the service fulfils its promises.
Delivering the Stay Smart+ experience to visitors directly is the responsibility of hotel operations personnel. Their interactions with clients have a big impact on how satisfied they are. Change management and staff training can be difficult, especially when implementing new technologies. 
External parties make a substantial contribution as well. While vendors support sustainability objectives by offering eco-friendly amenities, technology providers provide the digital tools required for AI-based services. Online travel firms make the service more visible throughout the world. Dependency on outside partners, however, can lead to contractual concerns and coordination issues.
The success of the service is ultimately determined by the feedback and satisfaction levels provided by the guests. Therefore, it is essential to comprehend their requirements and expectations at every stage of the project.

Stakeholder Engagement Frameworks
Structured frameworks and communication tactics are necessary for effective stakeholder participation (Smith, 2017).
Stakeholder Power-Interest Matrix
Organisations utilise organised tools and models called stakeholder engagement frameworks to find, evaluate, and manage relationships with stakeholders across the course of a project. Effective stakeholder engagement frameworks aid in ensuring coordination between departments, partners, and clients in international markets in the context of the Stay Smart+ service launch. Stakeholder participation lowers project risks while promoting innovation, operational effectiveness, and customer pleasure at IHG. The stakeholder matrix categorises stakeholders according to their power and level of interest in the project. Senior management and significant technology partners are examples of high power and high interest stakeholders that need to be carefully controlled. Regular compliance updates should maintain the satisfaction of high power-low interest stakeholders, such as regulators. Communication and feedback channels should be used to keep low power, high interest stakeholders like hotel employees and patrons informed and involved (Horton & Pilkington, 2014).
Below are the key frameworks that can be applied to manage stakeholders during the Stay Smart+ implementation.
Stakeholder Power–Interest Matrix
The Power–Interest Matrix, developed by Aubrey L. Mendelow, is one of the most widely used stakeholder analysis tools in project management. It categorises stakeholders based on their level of power (influence) and level of interest in the project (Slabá, 2014).
Application to IHG Stay Smart+ Project
	Stakeholder Category
	Stakeholders
	Engagement Strategy

	High Power – High Interest
	Senior management, global operations directors, IT leadership
	Manage closely through strategic meetings and decision-making involvement

	High Power – Low Interest
	Regulators, investors
	Keep satisfied with periodic updates and compliance reports

	Low Power – High Interest
	Hotel staff, guests, customer loyalty members
	Keep informed through training, newsletters and feedback systems

	Low Power – Low Interest
	Local communities, minor suppliers
	Monitor and update when necessary



Using this matrix allows the project manager to prioritise engagement efforts and allocate resources effectively.
RACI Matrix Framework
Arshad et al. (2023) RACI Matrix clarifies stakeholder responsibilities by assigning four roles:
· Responsible – Individuals who complete tasks
· Accountable – Person ultimately responsible for decisions
· Consulted – Stakeholders who provide input
· Informed – Stakeholders who receive updates
RACI for Stay Smart+
	Activity
	Responsible
	Accountable
	Consulted
	Informed

	Service design
	Product development team
	Project manager
	IT, sustainability partners
	Senior management 

	Al technology integration
	IT department
	Project manager
	Technology vendors
	Operations staff

	Marketing launch
	Marketing department 
	Chief marketing officer
	Sales teams
	Customers

	Staff training
	HR department
	Hotel operations manager
	IT trainers
	Employees



This framework reduces confusion, prevents duplication of tasks, and ensures clear accountability throughout the project.
Key stakeholder for IHG: -
· Hotel Owners & Franchise Partners (IHG operates largely through franchise models)
· Employees working in corporate offices and hotels
· Customers / Guests including members of the IHG One Rewards program
· Investors and Shareholders
· Suppliers and Service Providers
· Governments and Regulators in the countries where IHG operates
· Local Communities around hotel properties
Stakeholder Engagement Plan
A Stakeholder Engagement Plan outlines how stakeholders will be involved throughout the project lifecycle.
Key stages: - 
1.  Identification: - Identify all stakeholders including employees, technology providers, suppliers, customers, and regulatory authorities.
2. Analysis: - Evaluate the influence, expectations, and possible effects of stakeholders on the project.
3. Planning Engagement Strategies: - Create specialised involvement and communication plans for every stakeholder group.
4. Implementation: - Conduct engagement activities like training sessions, meetings, surveys, and seminars.
5. Monitoring and Review: - Continually assess the success of engagement and modify tactics as necessary.
For a global hospitality organisation like IHG, this framework ensures consistent engagement across multiple hotels and international markets.
Communication plan
To ensure openness and cooperation between stakeholders, a communication strategy is crucial. It specifies the information that is shared, how frequently, and via what channels.
Communication Channels for Stay Smart+
	Stakeholder
	Communication Method
	Frequency

	Senior management
	Executive reports and strategy meetings
	Monthly

	Hotel managers
	Operational briefings
	Weekly

	Staff
	Training workshops and internal platforms 
	Weekly during rollout

	Technology partners
	Technical integration meetings
	Weekly

	Customers
	Digital marketing, app notifications
	During and after launch



Effective communication helps ensure stakeholders remain aligned with project goals and timelines.
Stakeholder Collaboration Framework
Cross-functional cooperation between departments and partners is promoted by collaboration frameworks. Because Stay Smart+ blends technology, operations, marketing, and sustainability activities, teamwork is essential in a hospitality innovation project.
IHG can implement collaboration through:
· Cross-functional project teams
· Joint workshops with technology vendors
· Employee innovation forums
· Customer co-creation sessions
These activities encourage knowledge sharing and strengthen stakeholder relationships.
Stakeholder Engagement Process and Conflict Management (4C’s Model)
A systematic strategy that encourages engagement and builds trust is required for successful stakeholder engagement. I would use the 4Cs model communication, consultation, collaboration, and commitment as a project manager (Ramirez, 1999).
Communication is the foundation of stakeholder engagement. Stakeholders must clearly understand the objectives, timeline and benefits of the Stay Smart+ service. Transparent communication helps reduce uncertainty and resistance to change.
Project briefings, corporate newsletters, digital collaboration platforms, and frequent progress meetings are just a few of the communication channels I would set up. Training sessions outlining how AI-powered products would enhance rather than replace hotel employees' jobs would be provided.
Supplier meetings, technology integration seminars, and marketing presentations for travel partners are examples of communication tactics for external stakeholders. All stakeholders will have a common knowledge of the project if there is clear communication.
Consultation involves gathering feedback from stakeholders before key decisions are made. Front desk workers and hotel staff can offer insightful information about operational difficulties and visitor expectations. Technology companies can provide advice on cybersecurity and system integration.
During trial periods, client feedback is extremely important.   Guests will be encouraged to rate the usability of AI receptionist tools and customised travel planning capabilities through surveys and focus groups. Before the worldwide launch, the service can be improved with the help of this feedback.
Collaboration encourages stakeholders to work together toward shared project goals. To promote collaboration between the departments of operations, marketing, IT, and product development, cross-functional teams will be formed.
Stakeholders will be able to exchange knowledge and work together to address issues through collaborative workshops. For instance, IT experts and hotel employees can collaborate to create user-friendly digital solutions that enhance the visitor experience without making day-to-day operations more difficult.
Collaborations with outside technology suppliers will also be crucial. Collaborative development sessions will guarantee that smart room technologies and AI tools satisfy operational needs for various hotel brands and global marketplaces.
Commitment ensures stakeholders remain engaged throughout the entire project lifecycle. This can be achieved by describing the benefits of the Stay Smart+ service for every stakeholder group.
Training programs, performance incentives, and acknowledging employees' contributions to the project can all help to increase employee commitment. Long-term agreements and strategic alliances can strengthen cooperation with outside partners.
Managing conflicts is also necessary.   Differences in priorities, the distribution of resources, or technological difficulties can all lead to conflicts. In my position as project manager, I would resolve conflicts through evidence-based decision-making, open communication, and mediation.
Stakeholder involvement becomes an ongoing process that boosts participation, lowers resistance, and facilitates successful implementation when the 4Cs approach is used.
Impact of Stakeholder Engagement 
The term "impact of stakeholder engagement" describes how actively include stakeholders in communication and decision-making affects an organization's long-term viability, performance, and reputation. Stakeholder engagement is especially crucial for a multinational hospitality corporation such as InterContinental Hotels Group (IHG), as it deals with visitors, hotel owners, staff, suppliers, investors, and local communities (Kujala et al., 2022).
1. Improved Decision-Making
Connecting stakeholders gives organisations access to a range of viewpoints and input.
Impact:
· Better strategic decisions
· Early identification of risks and opportunities
· Policies that align with stakeholder expectations
2. Stronger Relationships and Trust
Maintaining regular contact with stakeholders creates persistent loyalty and trust.
Impact:
· Higher customer loyalty
· Stronger partnerships with franchise owners
· Better employee engagement
3. Enhanced Corporate Reputation
Stakeholder-listening organisations are frequently seen as being more accountable and open.
Impact:
· Positive brand image
· Increased public trust
· Competitive advantage in the market
Because public opinion and visitor reviews have a direct impact on reservations, reputation is crucial in the hospitality industry.
4. Risk Reduction and Conflict Management
Engaging stakeholder's aids in early problem identification and conflict avoidance.
Impact:
· Reduced operational risks
· Faster resolution of issues
· Improved regulatory compliance
5. Innovation and Service Improvement
Stakeholders frequently provide concepts that result in improvements and new services.
Impact:
· Improved guest experience
· Development of new hospitality technologies
· More sustainable hotel operations
Services across all IHG's hotel brands are improved using input from partners, employees, and guests.
6. Sustainability and Social Responsibility
Involving stakeholders helps sustainability projects.
Impact:
· Better environmental practices
· Community development
· Responsible business operations
To enhance sustainable tourism practices, IHG partners with suppliers and communities.
Organisations like InterContinental Hotels Group can make better decisions, develop trust, control risks, improve their reputation, and promote sustainable growth with the help of effective stakeholder engagement (InterContinental Hotels Group, 2023).

Business Performance and Recommendations
The success of the Stay Smart+ service and business performance are greatly impacted by effective stakeholder involvement (Jayne & Dipboye, 2004).
First, a project's efficiency is enhanced by solid stakeholder relationships. Effective internal team collaboration reduces delays and operational disruptions by identifying and resolving issues more quickly. Additionally, engaged workers are more driven and dedicated to providing excellent customer service.
Second, involving stakeholders fosters creativity. The creation of services that genuinely satisfy consumer demands is made possible by feedback from technology partners, clients, and operational personnel. IHG's competitive edge in the international hospitality industry may be strengthened by this cooperative innovation.
Thirdly, customer happiness and brand reputation are enhanced via stakeholder participation. Customers are more inclined to stick with a business when they believe their opinions are respected and taken into consideration while designing services. Positive online reviews, which are becoming more crucial when choosing a hotel, are also produced by positive visitor experiences.
Stakeholder participation is not without its difficulties, though. It takes a lot of coordination and communication work to manage varied parties across several nations. Engagement tactics may be complicated by cultural differences, language hurdles, and regulatory discrepancies.
Additionally, ethical issues need to be considered. Because AI-driven services depend on consumer data, privacy and security issues are raised. Therefore, maintaining stakeholder trust requires compliance to data protection standards.
Balancing the interests of several stakeholders is another difficulty. For instance, short-term operating costs may rise due to technology investments, yet shareholders may place a higher priority on financial performance. These conflicting expectations must be balanced for effective stakeholder management (Carroll and Buchholtz, 2014).

Recommendations for InterContinental Hotels Group
The Stay Smart+ service's successful launch and long-term viability depend on effective stakeholder participation. The following suggestions are put forth to improve business performance within IHG's international operations and fortify stakeholder relationships considering the stakeholder analysis and engagement frameworks previously addressed.
1. Develop a plan for engaging global stakeholders that adjusts communication techniques to various cultural situations.
2. To guarantee that hotel employees are comfortable using AI technologies, fund employee training programs.
3. To promote innovation and system dependability, establish partnerships with technology suppliers.
4. Establish solid data governance procedures to safeguard client data and ensure compliance to privacy laws.
5. Provide ongoing feedback channels so that both clients and staff may help improve services.

Conclusion
For Stay Smart+ to launch successfully at IHG, all internal and external stakeholders must be fully engaged. Organisations must work well with stakeholders as the hospitality sector grows more technologically advanced and competitive to provide cutting-edge services that satisfy changing client demands.
This report identified important stakeholders engaged in the creation and execution of the service and examined the strategic context of the Stay Smart+ project using SWOT and PESTLE analyses. Stakeholder roles and responsibilities were analysed, emphasising the value of external collaborations and cross-functional cooperation.
Practical techniques for managing relationships with stakeholders include frameworks like the RACI model, the stakeholder power-interest matrix, and organised communication plans. Additionally, using the 4Cs model communication, consultation, collaboration, and commitment offers a successful strategy for establishing trust, settling differences, and guaranteeing ongoing participation throughout the course of a project.
In addition to facilitating the successful execution of projects, stakeholder engagement improves consumer happiness, organisational performance, and creativity. IHG can increase its competitive edge in the international hospitality market by upholding open communication, promoting teamwork, and tackling moral issues like data privacy and sustainability.
In the end, the Stay Smart+ service offers IHG a chance to provide a cutting-edge, technologically advanced, and environmentally friendly visitor experience. To ensure that this innovation is successfully implemented across foreign markets and contributes to long-term commercial success, effective stakeholder involvement will be essential.
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