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[bookmark: _Toc225364211]Task 1: Introduction 
[bookmark: _Toc225364212]Company Overview 
InterContinental Hotels Group (IHG) is a leading global hospitality organisation that has its headquarters in the UK. This company, while operating in London, has maintained its diverse portfolio of hotel and hospitality services with 19 brands, including InterContinental, Holiday Inn, and Kimpton. This international company has operated in more than 6,300 hotels in 100 countries. The London-based operation of IHG serves as a critical hub for global strategy and luxury market leadership (Smith and Thompson, 2025). The asset-light business model of this company focuses on operational management improvements with its franchises and allows a high level of business scalability to maintain brand standards. The company is currently providing importance on the digital integration in its services using advanced technologies like AI, machine learning and others to maintain proper quality control over services.   
[bookmark: _Toc225364213]Overview of Proposed Service 
StaySmart+ service initiative as a multi-dimensional service represents a strategic leap for the company to enhance comfort, efficiency and brand differentiation. This service offering will be designed with AI-driven guest interaction tools, personalised travel planning and sustainability-focused amenities. The StaySmart+ service, with the integration of AI technologies, can facilitate a hyper-personalised guest experience and offer customised sustainable hospitality services. The core aim of this service is to remove the gap between the traditional luxury comforts in hospitality services and technical efficiency. IHG, with the adoption of the StaySmart+ service, can maintain a proper balance between the digital transformation and sustainable standards.   
[bookmark: _Toc225364214]Project Overview 
The key aim of this study is to evaluate the stakeholder engagement for the StaySmart+ services launch by IHG Hotels from the perspective of the project manager's supervision. Before launching this service, a situational analysis will be conducted in this study with the application of strategic analysis models. This study also achieves its objective to identify key stakeholders using the stakeholder analysis and communication matrices. 


[bookmark: _Toc225364215]Task 2: Situational Appraisal of IHG Hotel 
[bookmark: _Toc225364216]Internal Situation Analysis with SWOT 
	Strength 
	· Vast global distribution network and strong brand equity of IHG
· Strong commitment to the net-zero sustainability goals 
· Technical integration with a mobile-first strategy 
· Advanced existing digital ecosystem with Concerto cloud platform 

	Weakness 
	· Dependency on consistent high-speed data across global sites
· High initial capital expenditure for AI and IoT infrastructure
· Potential resistance to technology from traditional luxury guests
· Historical malware issues that compromise the credit cards of guests 

	Opportunity 
	· Increasing corporate focus on sustainable frameworks such as ESG and CSR 
· Recovery of international business travel in London and globally
· Growing demand for mobile app bookings and digital interaction trends
· Growth of AI data analysis and predictive maintenance for personalised services 

	Threat 
	· Rapidly evolving cybersecurity threats and data privacy laws
· Economic volatility is affecting premium travel spending following the living crisis 
· Competitors like Marriott or Hilton are launching similar AI personalised services 
· High-cost investment for rapidly updating the advanced tools and technologies 


Table 1: SWOT Analysis 
(Source: Self-Developed)
Following this internal situation, it can be stated that the StaySmart+ service of IHG can gain operational efficiency following the hyper-personalisation trans in the market (Miller et. al., 2024). The growing demand for AI personalisation and sustainability concerns created an opportunity to succeed in StaySmart+ services. However, the increased threat of cybersecurity and intense competition from competitors with AI services raises challenges for IHG.  
[bookmark: _Toc225364217]External Situation Analysis with PESTLE 
	PESTLE Factors
	Description 
	Impacts 

	Political 
	· Mandatory safety regulations
· High investment in security technology
· Impact of post-Brexit labour regulations in London
	· The international trade stability for tech imports

	Economic 
	· Fluctuation in the exchange rates 
· The inflationary pressures on luxury services
· National Living Wage increase to £11.44
	· Lack of maintenance of labour and technical costs 

	Social 
	· Increasing demand for smart hotel features
· Tech-savvy customers demand seamless digital and physical integration 
· Growing awareness of sustainability 
	· Organisational shift towards digital and sustainable conscious travel 

	Technological 
	· Advancement in AI personalisation and smart tourism services 
· Growth in cybersecurity to protect guest data
	· Successful launch of StaySmart+ service 

	Legal 
	· UK data protection laws
· The safety regulations impacting property maintenance
	· Following the GDPR regulations 

	Environmental 
	· UK regulations demand a reduction in carbon emissions
· Preference for sustainable service with ESG standards 
	· Promotion of sustainable service with technology 


Table 2: PESTLE Analysis 
(Source: Self-Developed)
This external analysis has identified that the political, social, technical and environmental situation supports the launch of the StaySmart+ service of IHG for the growing data protection regulation and sustainable technical awareness among guests (Wilson, 2025). However, the economic factor with the high-cost issues following the inflation raises challenges in launching. Based on these, the following objective of the StaySmart+ service will be proposed- 
	Specific 
	· Successfully launch StaySmart+ within 6 months 

	Measurable 
	· Achieve a 15% increase in Guest Satisfaction Scores

	Attainable 
	· Leverage the existing infrastructure of IHG with new offerings 

	Realistic 
	· Align the StaySmart+ services with the organisational objectives 

	Time-Bound 
	· Identify stakeholder perspectives regarding the project within the next month to complete the project within 6 months 


Table 3: SMART Objectives 
(Source: Self-developed)   


[bookmark: _Toc225364218]Task 3: The List of Key Internal and External Stakeholders 
The internal stakeholders refer to those individuals within an organisation who are directly engaged with the organisational success of a particular project and its whole achievements from the project (Clark and Wright, 2024). On the other hand, external stakeholders refer to those individuals or groups that indirectly contributed to the organisational success outside of the operation. 
	







Level of Power
	
	Level of Interest 

	
	
	Low interest 
	High interest 

	
	


Low power 
	Minimal effort 
	Keep Informed

	
	
	· Local Communities
· Local Agents 
	· Guests or Customers
· Hotel Operational Staff

	
	



High Power
	Keep Satisfied 
	Key Players 

	
	
	· Govt and Regulators
· Media 
	· Investors
· Shareholders
· Senior Project Manager
· IT and Digital Innovation team 
· Marketing and Sales Department


Table 4: Stakeholder Matrix 
(Source: Self-Developed)
From the evaluation of the stakeholder mapping, the internal and external stakeholders for the StaySmart+ service of IHG have been identified. It has been identified that the internal or primary stakeholders of this project directly impacted the overall operational excellence of IHG (O’Connor, 2025). The internal stakeholder, such as a senior or junior project manager, is responsible for the overarching delivery and coordination. The IT and digital innovation team who develop the AI algorithms and IoT hardware can get benefits of the successful AI integration in service. The marketing and sales department, as an internal stakeholder, helps in transforming the StaySmart+ service feature into a compelling value proposition. On the other hand, hotel operational staff members ensure the benefits of a high-quality guest experience. 
The external stakeholders following this stakeholder mapping involve customers, shareholders, investors, regulatory authorities and governments of the UK and local communities. Customers are the primary segment of the service, which is the ultimate evaluator of the project's utility. The project's success is based on the customer's or guest satisfaction with the service. The investors and shareholders are the core financial backbone of this project to ensure its success in meeting customer expectations (Peterson and Schmidt, 2024). The UK Information Commissioner's Office is a crucial stakeholder in this project who ensure evolvement of effective ethical and sustainable standards for the company. Finally, the local community of London ensure project contribution to the achievements of the sustainability goals.   
[bookmark: _Toc225364219]Task 4: Roles, Responsibilities and Challenges Faced by Stakeholders
To effectively manage stakeholder contributions in the project, it is crucial to understand the roles and responsibilities of individual stakeholders. The senior manager acts as a key architect in this project, who is responsible for translating the corporate vision into the actionable milestones of achieving the project outcome (Gregson and Foster, 2025). The primary benefits of the project manager's involvement in this project are balancing the technical development with the commercial goals of the project implementation. The key concern that the project managers faced during the project involved timeline adherence, the high capital cost and cross-team synergy.  The digital innovation team and IT members of the company also refer to the engine of this project, who are responsible for the proper security measures in the technical sensor management and maintain successful integration of the AI technology for services (Bennett, 2024). The key benefit of stakeholder engagement involves proper research and development investments, and removing difficulties in the hotel management system by integrating AI tools. The key concern for the IT members involves a lack of digital security, improper AI integration and technical viability.  On the other hand, the marketing and sales department of the company can gain benefits from the project with the management of the proper corporate accounts and adequate promotional costs for the service (Harrison et. al., 2025). The key concerns that this marketing and sales department might face involve the cost-cutting challenges in the marketing practises to maintain proper implementation of technical abilities in promotions. The hospitality or hotel operational staff also benefit from the non-value adding tasks and automation of routine, which can reduce their daily working pressures. The access to the manual cheque insurance and high-touch hospitality operation also helps in boosting their working efficiency and mastering the complex technical system. The key concern of the hospitality staff members involves heavy workload, technical replacements and the lack of training (Lewis, 2024). On the other hand, shareholders and investors place importance on adequate capital management, which can ensure benefits from the brand differentiation and increase in the property protocols. However, these stakeholders might face challenges associated with poor return on financial investments, an increase in capital costs, and a lack of brand value of the organisation with this service. Customers have gained benefits regarding the seamless technical and sustainable services to meet their desire for hyper-personalisation (Edwards and Collins, 2025). However, the scope of the digital threat and cyber trade has become a concern. The regulatory authority and government also gained benefits with proper ethical compliance audit, and local communities benefit from the organisational commitment to reduce carbon footprint with sustainability. 


[bookmark: _Toc225364220]Task 5: Application of Appropriate Frameworks 
[bookmark: _Toc225364221]RACI Matrix 
	Task 
	Project manager 
	IT and digital team
	Marketing and sales team 
	Operational staff 
	Guests 
	Investors 
	Government 
	Local community 

	AI Core Development
	A
	R 
	C 
	I 
	C 
	I 
	C 
	I 

	Marketing Campaign
	C 
	I 
	R 
	I 
	I 
	C 
	I 
	I

	IoT Installation
	A
	C
	I
	R
	I
	I
	I
	C

	Data Privacy Audit
	A
	R
	I
	I
	I
	C
	R
	I

	Staff Training
	R
	C
	I
	R
	I
	I
	I
	I

	Feedback Loop
	A
	C
	C
	R
	R
	I
	I
	C

	Sustainability Audit
	C
	I
	C
	I
	I
	R
	C
	R


Table 5: RACI Matrix 
(Source: Self-Developed)
The R stands for responsible; A stands for accountable; C stands for consulted, and I stand for informed stakeholders in this project in launching the StaySmart+ service of IHG. This model helps in demonstrating the individual roles of stakeholders in different aspects of project success. 
[bookmark: _Toc225364222]Stakeholder Salience Model
For the StaySmart+ service, stakeholder engagement helps in adopting adequate and diverse motivation to understand their perspective and increase their engagement in the project. It has been identified that to prioritise the stakeholder engagement effort; the Stakeholder Salience Model can become more suitable for the IHG project team. This model helps in identifying stakeholder perspectives from the three dimensions, such as power for influence, validity claim with legitimacy and the time sensitivity of urgency (Richards, 2024). For example, following this model, it has been identified that investors and IT team members, with their power, have a high level of engagement in this project. On the other hand, the local community has less direct involvement in this project due to legitimacy. 
[bookmark: _Toc225364223]Implementation of Communication Plan 
	Stakeholder
	Focus 
	Medium 
	Frequency 
	Engagement strategy 

	Project manager 
	Project Milestones and Risks
	Weekly Reports
	Continuous
	Oversee all project streams

	IT team 
	Stability 
	Agile Sprints
	Daily
	Collaborative problem-solving

	Marketing and sales 
	Brand benefits 
	Workshops
	Weekly
	Aligning tech features

	Operational staff 
	Training
	On-site Briefs
	Weekly
	Empowerment digital skills 

	Guest 
	Privacy
	App 
	Per stays 
	Personalisation 

	Investors 
	ROI
	Webinars
	Quarterly
	Transparency

	Government 
	Ethics
	Legal Filings
	Monthly
	Privacy compliance 

	Local community 
	Local Impact 
	ESG Report
	Monthly
	Environmental stewardship


[bookmark: _Toc225364224]Task 6. Stakeholder Engagement Process and Conflict Management using 4C model
The key responsibility of a project manager for incorporating “StaySmart+” at IHG Hotels and Resorts is to engage stakeholders to ensure the successful delivery of the project within the global markets. For this project, internal key stakeholders such as project managers, IT and digital innovation team, marketing and sales department, along with hotel operational staff, have been selected (Ashcroft, 2017). On the other hand, external stakeholders, including government and regulatory bodies, guests, investors and stakeholders, along with local communities, have been selected. The 4C model has been applied, focusing on key elements including communication, collaboration, consulting and commitment, to successfully align the interests of the stakeholders and manage conflicts effectively. Avoiding conflicts and creating effective communication, along with engagement among the key stakeholders, assists in the successful launch and adoption of the “StaySmart+” within the diverse markets of IHG Hotels and Resorts. 
[bookmark: _Toc225364225]1. Communication 
Communication is the key pillar for founding stakeholder engagement and it is important to discuss the key benefits and limitations of technology-driven initiatives such as StaySmart+. Developing a structured and personalised communication plan for each stakeholder group improves the understanding and minimises conflicts (Christopher et. al., 2013). For internal stakeholders, regular team briefings and training sessions would help equip employees with the skills required to use AI-driven tools, ensuring they gain sufficient information about modern tools and technologies. Application of the Technology Acceptance Model or TAM revealed that sharing perceived usefulness and ensuring easy use of the technology increases the adoption rates and ensures successful integration into the daily operations. The marketing and sales department, with adequate knowledge about modern technologies, successfully aligns promotional initiatives with the key benefits of the technologies. For the external stakeholders, communication tools can be utilised based on the wide needs of the selected stakeholders (Pellecchia et. al., 2022). For the guest, digital campaigns, mobile applications, emails and hotel messaging can be used to create personalised communication, which allows informing about the personalised AI services offered by StaySmart+. For investors and stakeholders, performance reports and financial documents demonstrating the return on investment can be used to develop meaningful communication. For the regulatory body and government, data protection regulations and policies can be utilised to share the key benefits of the AI-driven personalisation offered by IHG (Chase et. al., 2023). On the other hand, sustainability initiatives and ESG reports can be utilised to build confidence among the local communities. Therefore, developing transparent communication may help to reduce uncertainties within the project and help reduce staff resistance and fatigue toward adopting new technologies. 
[bookmark: _Toc225364226]2. Collaboration 
Collaboration is essential as both external and internal stakeholders and interdependent for the successful integration of the StaySmart+ within the daily operations of IHG ensure collaboration between the internal stakeholders, cross-functional collaboration can be utilised, which encourages the IT team, marketing department and operational staff to stay updated with the project progress. Furthermore, designing an agile project management framework supports offering regular feedback to the customers, which would allow teams to work together (Pham et. al., 2025). Collaboration between IT staff and hotel staffs ensure use-friendliness of the AI tools, which increases the adoption rates of the modern technologies. Externally, the collaboration between regulatory authorities and investors ensures alignment between legal and financial expectations. Engaging local communities ensure offering eco-friendly and sustainable amenities, which enhance the CSR or Corporate Social Responsibility with ensuring a positive brand reputation. Conflicts among the stakeholders arose due to different priorities, such as the IT team prioritising innovation and operational staffs prioritise ease of use (Lalicic and Weber-Sabil, 2022). Therefore, collaboration between the IT team and operational staff helps ensure a balance between innovation and ease of use of modern technologies, minimising conflicts between stakeholders. 
[bookmark: _Toc225364227]3. Consultation 
Consultation process ensure that the key stakeholders are actively participate into the decision0making process, which enhance trust and improve the outcomes of the project. Weekly workshops, feedbacks sessions and meeting can be conducted by the project manager of IHG hotels to successfully consult internal stakeholders. Furthermore, guest feedbacks can be collected through emails, company websites and online sources such as social media platforms (Perkins et. al., 2022). Furthermore, surveys and interviews can be conducted with investors and shareholders to engage them in the consulting practices. Local communities can be engaged through sustainability initiatives and programs, which help address the ethical concerns. Improving stakeholder involvement in the decision-making helps ensure higher engagement, builds trust and reduces conflicts. 
[bookmark: _Toc225364228]4. Commitment 
Commitment focuses on maintaining long-term stakeholder engagement, which helps build trust, align stakeholder interest with organisational goals and demonstrate values. Commitment of the internal stakeholders can be fostered through incentives, training and career development opportunities. Developing key technological skills enhances the ability of the internal staff to use AI-powered technologies to offer personalised guest experiences (Back, 2024). IT teams can be encouraged by offering opportunities for innovation and performance growth. For the external stakeholders personalised services will be delivered using StaySmart+, which improves customer trust and loyalty. Strong financial returns help ensure storing commitments of the investors and shareholders and local communities will be engaged with sustainability goals, ensuring higher commitment and engagement within external stakeholders. 


[bookmark: _Toc225364229]Task 7. Impact of Stakeholder Engagement on Business Performance and Recommendation 
Developing effective stakeholder engagement and minimising conflicts helps determine the success of the StaySmart+ project within IHG hotels and resorts. This ensures active involvement of both internal and external stakeholders throughout the project lifecycle and ensures the project remains actively supported with adequate resources, funds and skilled professionals (Buhalis et. al., 2023). Stakeholder engagement is also essential for enhancing operational efficiency, customer satisfaction and long-term competitive advantages. Both positive impacts and challenges associated with ensuring stakeholder engagement on the business performances have been critically analysed and listed below. 
[bookmark: _Toc225364230]Impact on Business Performance
Improve customer experiences and satisfaction: One of the key impacts of stakeholder engagement is associated with ensuring guest satisfaction through regular feedback and consultations. IHG tailored StaySmart+ features to meet changing customer expectations. Offering AI-driven personalised services enhances customer comfort, which leads to higher customer loyalty and repeat purchasing (Marcon Nora et. al., 2023). This leads to increased revenue, which helps meet competitive advantages within the current intensive hospitality market. 
Ensure innovation and adaptability: Improving stakeholder engagement is essential to understand the key benefits and perceived ease of use, which ensures higher adoption of modern technologies. Engaging sales and marketing teams fosters a culture of continuous growth and enables organisations to refine StaySmart+ features, which help remain competitive (Kujala et. al., 2022). Collaboration between IT staff and Investors helps gain adequate financial resources and investment required for ensuring continuous growth and innovation, which helps gain competitive advantages and long-term sustainability. 
Ensure Corporate Social Responsibility: Engagement with the local communities enhance CSR or Corporate Social Responsibility, which enhances brand reputation. Incorporation of the sustainability initiatives by StaySmart+ of IHG helps address the environmental concern, which assists in building local community engagement. This helps attract customers who are aware of the environmental impacts of tourism and improve public perception, aligning with the global sustainability trends, which help grab more customers and ensure profitability.  
Improve Risk Management Practices: Engagement with the investors, shareholders, IT team, project manager and consumers helps identify changing market trends and risks, which successfully helps incorporate risk management and compliance. It helps maintain a positive relationship between the government and regulatory bodies, which is effective for IHG to avoid ethical risks associated with data breaches by adhering strongly to the data protection regulations and laws (Hughes et. al., 2022). Engaging investors helps reduce the risk associated with financial constraints and engaging locals helps reduce the risks associated with unethical operations and reputational damages. Engaging shareholders and investors improves financial transparency, which strengthens investor confidence and supports long-term growth. 
[bookmark: _Toc225364231]Limitations and Challenges 
Despite the huge benefits, engagement of the stakeholders presents several challenges which impact business performance. With the changing trends and needs, stakeholders' expectations are changing rapidly, which creates complexities associated wth managing diverse stakeholder expectations. Another challenge is increased cost and resource needs for engaging stakeholders, conducting regular meetings, seminars, training and communication initiatives required heavy investment (Alshukri et. al., 2024). Maintaining data privacy while managing stakeholders like investors, guest, government and regulatory bodies have been identified as another key complexity. Guest may show resistance while sharing their personal information to get benefits from the StaySmart+. Furthermore, the risk associated with job displacement and automation, which leads to high resistance among the operational staff of IHG, which negatively impacts stakeholder engagement. 
Recommendations for Future Improvement 
To address the negative impacts and maximise the positive impact, strategic recommendations have been proposed below. 
Improve ethical practices and adhere to the data protection regulations 
IHG has incorporated robust data protection policies, which successfully help address customer concerns and ensure data privacy. Adhering to the “General Data Protection Regulations” or GDPR ensure maintain transparency over the data usage, which created confidence among the customers to share personal information (Kujala et. al., 2022). This will assist StaySmart+ to offer personalised services to the guest based on their preferences, needs and purchase history. Adhering to the data protection compliance with international regulations helps build trust among th customers, which ensures successful adoption of AI-driven services. 
Invest in Employee Training and Change Management 
It is essential to adhere to the change management model and implementing an agile change management model, which helps reduce change resistance among hotel operational staff. Invest in skill development program ensure internal stakeholders, such as operational staffs equip adequate digital skills to develop confidence in using modern technologies such as AI-driven StaySmart+ (Back, 2024). Furthermore, change management strategies such as clear communication and incentives can help reduce change resistance among employees and improve engagement. 
Incorporate Stakeholder Feedback Mechanism
Project Managers of StaySmart+ at IHG should establish a continuous feedback mechanism, which allows offering real-time customer reviews and conducting employee surveys to help monitor stakeholder satisfaction and help identify key areas for improvement. This enables organisations to actively respond to the merging issues (Lalicic and Weber-Sabil, 2022). Sourcing direct feedback from the guest helps offer personalised and seamless services, which ensure higher profitability and revenue generation.
Foster long-term partnerships
It is essential to build a positive relationship with both internal and external stakeholders as it offers an opportunity to gain adequate investment. It ensures sourcing adequate technology resources and engaging local communities, which is essential to ensure sustainable organisational success. long-term partnership enhances innovations and improves resource sharing, which helps ensure the success of the overall project. 


[bookmark: _Toc225364232]Task 8. Conclusion 
It has been concluded that IHG Hotels and Resorts has launched StaySmart+ to offer personalised and sustainable services to guests. The success of this project is highly dependent on the effectiveness of both external and internal stakeholder engagement. The application of the SWOT and PESTLE, along with the stakeholder matrix, helps highlight the interests and influences of the key stakeholders. Application of the RACI helps highlight the key responsibilities of key stakeholders in ensuring the success of the StaySmart+ project at IHG. Furthermore, the use of the 4C model helps highlight the importance of communication, consultation, collaboration and commitment in fostering stakeholder engagement and minimising conflicts between internal and external stakeholders due to their different priorities. The above analysis helps understand the direct impact of stakeholder engagement on business performance as it plays a crucial role in influencing customer satisfaction, improving operational efficiency and helping receive adequate support and investment required for the project. Challenges such as high resistance among employees, high investment required for establishing engagement and conflicts among the stakeholders' interests limit the ability of IHG to ensure higher stakeholder engagement. Based on the critical analysis, recommendations for implementing regular feedback to identify different stakeholder engagement, creating long-term partnerships and investment into the skill development have been proposed. To reduce change resistance among the operational staff of IHG, adopting an agile change management model has been proposed, which nurse effective balance between different prioritise of key stakeholders and ensures the success of the StaySmart+ project. 
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