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Introduction
Marriott International is one of the world’s leading hospitality companies, operating over 8,000 properties across more than 130 countries. Headquartered in the United States, the company has a strong presence in the United Kingdom, particularly in London, where it serves a diverse customer base including business and leisure travellers. Marriott’s operations span luxury, premium, and mid-scale segments, positioning the organisation as a key player in the highly competitive global hospitality market.
The global hospitality industry has experienced significant transformation in recent years, driven by technological advancements, changing customer expectations, and increasing demand for personalised services. Business travellers, in particular, require efficient, seamless, and reliable hotel experiences that minimise administrative effort and maximise comfort. As a result, many hospitality organisations are investing in digital solutions, including artificial intelligence (AI), to enhance customer engagement and operational efficiency.
In response to these trends, this report introduces StaySmart+, an innovative AI-powered service designed to improve the experience of business travellers. The platform integrates a digital assistant within a mobile application, enabling automated booking, personalised travel planning, and secure storage of customer preferences. Additionally, StaySmart+ incorporates a tiered membership model that offers cost-effective and convenient access to hotel services, including accommodation, breakfast, and premium amenities. This approach aims to increase customer loyalty while differentiating Marriott from its competitors.
The aim of this report is to critically analyse stakeholder engagement in the development and implementation of StaySmart+. It will identify key internal and external stakeholders, evaluate engagement strategies, and assess the impact of stakeholder collaboration on project success. The report will apply relevant theories and frameworks to demonstrate how effective stakeholder management can support the successful global rollout of innovative hospitality services.


SWOT analysis
	Strengths
	Weaknesses

	· strong brand 
· global presence

	· high operational costs 
· dependence on technology


	Opportunities
	Threats

	· AI integration 
· business travel growth

	· competitors 
· data privacy risks



 
Marriott’s key strength lies in its strong global brand reputation and extensive international presence, enabling the company to leverage economies of scale and access a wide customer base. Its established loyalty programmes and advanced digital infrastructure further support the integration of innovative services such as StaySmart+. Additionally, Marriott’s experience in managing diverse markets provides a competitive advantage in launching global initiatives.
However, the organisation also faces certain weaknesses. The implementation of AI-driven services requires significant financial investment and technical expertise, which may increase operational costs. Furthermore, reliance on digital systems may create vulnerabilities related to cybersecurity and system failures. Resistance to technological change among staff may also hinder effective adoption.
In terms of opportunities, the growing demand for personalised and technology-enabled services presents a major advantage. Business travellers increasingly seek convenience, efficiency, and tailored experiences, which aligns with the StaySmart+ concept. The expansion of artificial intelligence and data analytics allows Marriott to enhance customer engagement and optimise service delivery.
Conversely, threats include intense competition from other global hotel chains and emerging digital hospitality platforms. Data privacy concerns and strict regulations, particularly in regions governed by GDPR, may limit the use of customer data. Economic uncertainty and fluctuations in global travel demand also pose risks to the successful adoption of new services.

PESTLE Analysis
	Political
	Government policies, visa regulations, and international relations influence business travel demand. Additionally, regulations around AI and digital services may impact the adoption of StaySmart+.

	Economic
	Factors such as inflation, exchange rates, and economic uncertainty affect customer spending. However, the membership model offers cost predictability, which may attract business travellers and corporate clients.

	Social
	Modern travellers increasingly demand personalised, fast, and convenient services. StaySmart+ aligns with these expectations, although some users may have concerns regarding data privacy.

	Technologica
	Advancements in AI and mobile technology enable the development of intelligent assistants and automation. However, high implementation costs and cybersecurity risks remain key challenges.

	Legal
	Compliance with data protection laws, such as GDPR, is critical. Failure to meet legal requirements could result in financial penalties and reputational damage.

	Environmental
	There is growing pressure for sustainable practices. StaySmart+ can support this through digitalisation and resource efficiency, although increased technology use may raise energy consumption.





From a political perspective, government regulations and international policies may influence the implementation of AI technologies and data management practices. Compliance with legal frameworks is critical for global operations.
Economically, factors such as inflation, exchange rates, and fluctuations in business travel demand can impact customer spending and profitability. While premium services may attract high-value clients, economic downturns could reduce demand.
Social trends indicate a growing preference for personalised and seamless travel experiences. Customers increasingly value convenience, speed, and digital integration, making AI-based solutions highly relevant.
Technological advancements play a crucial role in enabling the StaySmart+ platform. The rapid development of AI, mobile applications, and data analytics provides opportunities for innovation, but also requires continuous investment and updates.
Legal factors, particularly data protection laws such as GDPR, impose strict requirements on how customer data is collected, stored, and used. Non-compliance could result in significant penalties and reputational damage.
Environmental considerations are also increasingly important, as customers and stakeholders expect sustainable practices. Integrating eco-friendly features within StaySmart+ could enhance Marriott’s brand image and align with global sustainability goals.






SMART Objectives
	Objective
	Specific
	Measurable
	Achievable
	Relevant
	Time-bound

	Increase Adoption of StaySmart+
	Launch StaySmart+ app with AI assistant and membership model for business travellers in London hotels.
	Measure number of app downloads, active users, and membership subscriptions.
	Use existing Marriott digital platforms and marketing channels to promote adoption.
	Supports digital transformation and enhances customer experience.
	Achieve 25% adoption rate within 6 months of launch.

	Improve Customer Experience
	Provide personalised recommendations, fast booking, and automated check-in through AI.
	Track customer satisfaction scores and app ratings.
	Use AI technology and customer data to deliver tailored services.
	Improves customer loyalty and brand competitiveness.
	Increase satisfaction scores by 20% within 12 months.

	Enhance Operational Efficiency
	Implement AI to automate booking, check-in, and service requests.
	Measure reduction in processing time and staff workload.
	Integrate AI with existing hotel systems and train staff.
	Reduces operational costs and improves service speed.
	Reduce check-in time by 40% within 6 months.

	Increase Revenue from Business Travellers
	Introduce tiered membership plans (Basic, Premium, VIP).
	Track membership sales and repeat bookings.
	Offer competitive pricing and value-added services.
	Generates stable revenue and strengthens customer retention.
	Achieve 15% increase in repeat bookings within 12 months.

	Ensure Data Security and Compliance
	Implement secure data management and GDPR compliance systems.
	Monitor number of security incidents and compliance audits.
	Use advanced cybersecurity systems and legal support.
	Builds customer trust and avoids legal risks.
	Achieve full compliance before launch and maintain continuously.



 
The SMART objectives provide a structured framework for the successful implementation of StaySmart+, ensuring clear targets, measurable outcomes, and alignment with organisational goals.
· Increase adoption rate of StaySmart+ among business travellers by 25% within the first 6 months of launch in selected London hotels. 
· Improve customer satisfaction scores by 20% within 12 months, driven by AI personalisation and streamlined services. 
· Reduce average check-in and booking time by 40% within 6 months through automation and AI integration. 
· Achieve a 15% increase in repeat bookings from business travellers within the first year of implementation. 
· Generate at least 10% of total bookings through the StaySmart+ platform within 12 months of launch.














Identification of Key Stakeholders (StaySmart+)

	Stakeholder Type
	Stakeholder Group
	Roles and Responsibilities

	Internal
	Project Manager
	Plan, coordinate, and oversee the implementation of StaySmart+, manage timelines, budget, and stakeholder engagement.

	
	IT & Development Team
	Design, develop, and maintain the AI system and mobile application, ensure cybersecurity and system performance.

	
	Marketing Team
	Promote StaySmart+, develop campaigns, communicate value proposition, and drive customer adoption.


	
	Senior Management
	Provide strategic direction, approve budgets, and ensure alignment with organisational goals.

	
	Hotel Operations Staff

	Deliver services on-site, assist customers, ensure smooth integration of the application into daily operations.

	External
	Business Travellers (Customers)
	Use the application, provide feedback, influence service improvement and adoption rates.

	
	Corporate Clients
	Engage in long-term contracts, support membership adoption, and generate consistent revenue streams.

	
	Technology Vendors
	Provide AI tools, software infrastructure, and technical support for system development.

	
	Regulatory Bodies
	Ensure compliance with data protection laws (e.g. GDPR) and oversee legal and ethical standards.

	
	Local Communities 
	Impacted by hotel operations, support sustainability initiatives and local engagement activities.



Effective identification and management of stakeholders is essential to ensure alignment, minimise risks, and support the successful implementation of StaySmart+.

Benefits and Challenges

	Stakeholder Group
	Benefits
	Challenges

	Employees
		


	• Increased efficiency through AI automation of routine tasks.
• Improved job satisfaction by reducing workload and enhancing service delivery.



	

• Resistance to new technology and fear of job displacement.
• Need for continuous training and skill development.

	Management
		


	• Improved decision-making through data analytics and real-time insights.
• Enhanced operational control and service innovation.



	• High implementation costs and investment risks.
• Balancing short-term costs with long-term strategic benefits.

	Senior Management / Board
	• Strengthens competitive advantage and brand positioning.
• Supports long-term digital transformation strategy.
	• Risk of project failure or low adoption.
• Managing strategic alignment across global markets.

	Customers (Business Travellers)
	• Personalised services, faster booking, and seamless experience.
• Cost savings through membership plans and convenience.
	• Concerns about data privacy and security.
• Dependence on technology may reduce human interaction.

	Corporate Clients
	• Cost-effective travel solutions and predictable pricing.
• Improved employee travel experience.
	• Need to trust AI systems with sensitive corporate data.
• Integration with existing corporate systems may be complex.

	Technology Vendors
	• Long-term partnerships and revenue opportunities.
• Opportunity to innovate and develop AI solutions.
	• High expectations for system reliability and performance.
• Pressure to ensure cybersecurity and compliance.

	Regulatory Bodies
	• Improved compliance through digital tracking and reporting.
• Greater transparency in operations.
	• Challenges in regulating AI and emerging technologies.
• Ensuring GDPR compliance across multiple regions.

	Local Communities
	• Job creation and support for local economies.
• Promotion of sustainable and smart tourism.
	• Concerns about over-reliance on technology reducing local employment.
• Environmental impact of increased digital infrastructure.



Overall, while StaySmart+ offers significant benefits in terms of efficiency, innovation, and customer experience, it also introduces challenges related to cost, technology adoption, and data security. Effectively managing these trade-offs is essential for ensuring stakeholder satisfaction and long-term project success.












RACI Matrix
	Task
	Responsible
	Accountable

	Consulted
	Informed

	AI Development
	IT Team
	Project Manager
	Vendors
	Staff

	App Launch
	Marketing
	 Manager
	Operations
	Customers

	Service Delivery
	Operations
	
	IT Team
	Customers

	Compliance
	Legal Team
	Project Manager
	Government
	All


 
The RACI matrix provides a clear structure for defining roles and responsibilities within the StaySmart+ project at Marriott International. It ensures accountability, improves coordination among stakeholders, and reduces the risk of confusion or task duplication. By clearly distinguishing who is responsible, accountable, consulted, and informed, the matrix supports efficient decision-making and enhances overall project performance.
The matrix demonstrates that employees and operational teams are primarily responsible for executing key activities such as product development, stakeholder engagement, and sustainability initiatives. Management plays a central role as accountable for most strategic and operational decisions, reflecting their responsibility for overseeing project delivery and ensuring alignment with organisational objectives.
Critically, the RACI matrix helps to reduce role ambiguity, prevent duplication of tasks, and improve coordination among stakeholders. However, its effectiveness depends on clear communication and stakeholder understanding of their roles. If responsibilities are not properly communicated or if stakeholders fail to engage, the matrix may not fully achieve its intended purpose.
Overall, the RACI framework supports efficient project management by ensuring accountability, improving transparency, and facilitating collaboration, which are essential for the successful implementation of StaySmart+.
	Task/Activity
	Employees
	Management
	Board of Directors
	Shareholders
	Customers
	Suppliers
	Regulatory Bodies
	NGOs
	Communities

	Develop Stakeholder Engagement Plan
	R
	A
	C
	I
	I
	I
	I
	C
	I

	Implement AI & Sustainability Initiatives
	R
	A
	C
	I
	C
	C
	I
	C
	I

	Strategic Decision Making
	I
	R/A
	C
	C
	I
	I
	I
	I
	I

	Financial Performance Review
	I
	R
	A
	C
	I
	I
	I
	I
	I

	Product Development & Innovation
	R
	A
	I
	I
	C
	C
	I
	I
	I

	Supply Chain Management
	I
	r
	I
	I
	I
	R/A
	I
	I
	I

	Compliance & Regulatory Reporting
	I
	r
	I
	I
	I
	I
	A
	C
	I

	CSR Activities
	R
	A
	C
	I
	I
	I
	C
	R
	C

	Marketing & Branding
	I
	R
	I
	I
	I
	I
	I
	I
	C

	Community Engagement
	I
	R
	I
	I
	I
	I
	I
	I
	R/A


· R = Responsible (performs the task) 
· A = Accountable (ultimate decision-maker) 
· C = Consulted (provides input) 
· I = Informed (kept updated)


Communication Plan 
	Stakeholder
	Method
	Frequency
	Purpose

	IT Team
	Meetings
	Weekly
	Progress updates

	Staff
	Training sessions
	Monthly
	Implementation support

	Customers
	App notifications/email
	Ongoing
	Service updates

	Corporate Clients
	Reports/meetings
	Quarterly
	Relationship management



The communication plan plays a critical role in ensuring effective information flow throughout the StaySmart+ project at Marriott International. It supports transparency, aligns stakeholder expectations, and facilitates timely decision-making. By establishing clear communication channels, frequency, and methods, the plan helps minimise misunderstandings, strengthen collaboration, and enhance stakeholder engagement, ultimately contributing to the successful implementation of the project.
	Stakeholder
	Weekly Meeting
	Monthly Meeting
	Weekly Project Report
	Monthly Report
	Newsletter
	Exception Reports

	Internal to Project
	
	
	
	
	
	

	Employees
	+F2F
	
	+Email/App
	
	
	

	Management
	+Virt
	+F2F
	+Dashboard
	+Report
	
	+

	Board of Directors
	
	+F2F
	
	+Report
	+
	+

	External to Organisation
	
	
	
	
	
	

	Shareholders
	
	
	
	+Report
	+
	+

	Customers
	
	
	
	
	+ App
	

	Suppliers
	
	
	Email
	
	
	

	Regulatory Bodies
	
	
	
	
	
	+Compl-reports

	NGOs
	
	
	
	+Report
	+
	

	Communities
	
	
	
	+Report
	+
	



· F2F – Face-to-face meetings 
· Virtual – Online meetings (Zoom/Teams) 
· Email/App – Digital communication via app or email 
· Dashboard – Internal reporting system

The communication plan ensures that all stakeholders involved in the StaySmart+ project at Marriott International receive appropriate, timely, and relevant information based on their level of involvement and influence. Internal stakeholders, such as employees and management, require frequent communication to support coordination and operational efficiency. In contrast, external stakeholders, including customers and regulatory bodies, are engaged through more targeted and formal communication channels.
Critically, the use of multiple communication methods, including face-to-face meetings, digital platforms, and formal reports, enhances transparency and reduces the risk of miscommunication. This structured approach supports stakeholder alignment, improves decision-making, and ultimately contributes to the successful implementation of the StaySmart+ service.











Mendelow’s Stakeholder Matrix 
	Power/Interest lwvel
	High Interest 
	Low Interest 

	High Power 
	· Project Manager 
· Senior Management 
· Corporate Clients

	· Regulatory Bodies 
· Shareholders


	Low Power
	· Business Travellers (Customers) 
· Hotel Staff

	· Local Communities 
· General Public




Mendelow’s matrix enables the project manager to prioritise stakeholder engagement based on influence and interest, ensuring that critical stakeholders are effectively managed while maintaining efficient use of resources.












Stakeholder Assessment
	Stakeholder Group/Person
	Level of Interest (H/M/L)
	Level of Involvement (H/M/L)

	Internal to Project
	
	

	Project Manager
	High
	High

	IT & Development Team
	High
	High

	Hotel Staff
	High
	High

	Internal to Organisation
	
	

	Senior Management
	High
	Medium

	Shareholders
	Medium
	Low

	External to Organisation
	
	

	Business Travellers (Customers)
	High
	Medium

	Corporate Clients
	High
	Medium

	Technology Vendors
	Medium
	Medium

	Regulatory Bodies
	High
	Low

	Local Communities
	Medium
	Low



The stakeholder assessment highlights that internal stakeholders, particularly the project manager and IT team, demonstrate high levels of involvement and impact, making them critical to the successful implementation of StaySmart+. Senior management and corporate clients also possess high influence, requiring strategic engagement to ensure alignment with organisational objectives.
In contrast, external stakeholders such as customers and regulatory bodies, while less involved in daily operations, have significant interest and influence over project outcomes. Critically, customers are highly impacted by the service and play a key role in determining adoption and long-term success. Meanwhile, regulatory bodies must be carefully managed to ensure compliance with data protection laws and avoid legal risks.
Overall, this assessment enables the prioritisation of stakeholder engagement strategies, ensuring that high-power and high-impact stakeholders are effectively managed while maintaining appropriate communication with less influential groups.




















Level of Engagement
	Stakeholder
	Unaware
	Resistant
	Neutral
	Supportive
	Leading

	Employees
	
	
	C
	
	D

	Management
	
	
	
	C
	D

	Board of Directors
	
	
	
	
	C / D

	Shareholders
	
	
	C
	
	D

	Customers
	
	
	
	C
	D

	Suppliers
	
	C
	
	D
	

	Regulatory Bodies
	
	
	C
	
	D

	NGOs
	
	
	
	C
	D

	Communities
	
	
	C
	
	D


· C = Current level of engagement 
· D = Desired level of engagement
The stakeholder engagement assessment indicates that most stakeholders are currently positioned at neutral or supportive levels, with the desired goal of moving them towards a leading role in the StaySmart+ project at Marriott International. Internal stakeholders, particularly employees and management, are expected to increase their engagement to support implementation and operational efficiency.  Overall, this analysis highlights the need for targeted engagement strategies to move stakeholders from passive involvement to active participation, thereby enhancing project success and long-term sustainability.





Role and Responsibilities of the Project Manager in Managing Conflict

As the Project Manager responsible for the implementation of StaySmart+ at Marriott International, my role is central to identifying, managing, and resolving conflicts among stakeholders. Given the complexity of introducing an AI-driven service across diverse markets, conflicts are inevitable and must be managed proactively to ensure project success.
One of the primary responsibilities is early identification of potential conflicts. These may arise from resistance to technological change among employees, data privacy concerns from customers, or misalignment between strategic objectives and operational capabilities. By continuously monitoring stakeholder expectations and engagement levels, I can anticipate issues before they escalate.
Effective communication is a key responsibility in conflict management. I must ensure that all stakeholders clearly understand the project objectives, their roles, and the benefits of StaySmart+. Transparent and consistent communication reduces misunderstandings and builds trust. In situations where conflict arises, open dialogue allows stakeholders to express concerns and contributes to collaborative problem-solving.
Another critical responsibility is facilitating collaboration and negotiation. Conflicts often result from differing priorities—for example, management may focus on cost efficiency, while employees prioritise workload and job security. In such cases, I must act as a mediator, balancing interests and finding mutually beneficial solutions. Techniques such as negotiation, compromise, and stakeholder consultation are essential in achieving alignment.
The project manager must also ensure fair decision-making and accountability. This involves applying structured frameworks, such as the RACI matrix, to clarify responsibilities and reduce ambiguity. When stakeholders understand their roles, the likelihood of conflict decreases. Additionally, decisions must be evidence-based and aligned with organisational goals to maintain credibility and stakeholder confidence.
Cultural awareness is another important responsibility, particularly in a global organisation like Marriott. Differences in communication styles, expectations, and work practices across regions can create misunderstandings. Therefore, adapting engagement strategies to different cultural contexts is essential for effective conflict resolution.

In conclusion, the project manager plays a vital role in managing conflict through communication, collaboration, and strategic decision-making, ensuring alignment among stakeholders and supporting the successful delivery of StaySmart+.















Recommendations
	Category
	Recommendation
	Description

	Internal Efforts
	Enhance Employee Training and Development
	Invest in training programs to improve employees’ digital and AI skills. This will reduce resistance to change and ensure effective use of the StaySmart+ system.

	
	Strengthen Internal Communication
	Establish clear communication channels to keep employees informed about project updates, goals, and benefits, improving transparency and engagement.

	
	Promote Change Management Strategies
	Implement structured change management (e.g. training, workshops) to support smooth adoption of AI technologies and reduce internal conflict.

	Using Available Resources
	Leverage AI and Data Analytics
	Use AI tools to personalise customer experiences and optimise operations, improving efficiency and decision-making.

	
		


	Improve System Integration



	Ensure seamless integration between StaySmart+ and existing hotel systems to avoid operational disruptions

	
		


	Enhance Cybersecurity Measures



	Invest in strong data protection systems to ensure GDPR compliance and build customer trust.

	Enhancing Customer Experience
	Develop Personalised Services
	Use AI to provide tailored recommendations, improving customer satisfaction and loyalty.

	
	Introduce Flexible Membership Plans
	Offer tiered membership options (Basic, Premium, VIP) to attract business travellers and increase retention.

	
	Implement Feedback Systems
	Collect and analyse customer feedback through the app to continuously improve services.

	Strategic Growth
	Strengthen Partnerships with Tech Providers
	Collaborate with technology vendors to improve system performance and innovation.

	
	Expand to Global Markets Gradually
	Pilot StaySmart+ in key locations (e.g. London) before expanding globally to minimise risks.

	
	Promote Sustainability Initiatives
	Integrate eco-friendly features into the app to align with global sustainability trends and enhance brand image.



These recommendations aim to enhance stakeholder engagement, improve operational efficiency, and support the successful implementation of StaySmart+. By focusing on technology, communication, and customer experience, Marriott can strengthen its competitive position and ensure long-term sustainability.










Evaluation of Stakeholder Engagement Impact on Business Performance
	Area
	Positive Impact
	Challenges / Limitations
	Overall Evaluation

	Customer Performance
	Improves customer satisfaction through personalised AI services and seamless experience. Increases loyalty and repeat bookings.
	Data privacy concerns may reduce trust and adoption. Some customers may resist AI-based interactions.
	Strong positive impact, but requires effective data protection and trust-building strategies.

	Operational Efficiency
	Automation of processes (e.g. check-in, booking) improves speed and reduces workload. Enhances service quality.
	High implementation costs and need for staff training. Risk of technical failures.
	Positive impact if supported by proper training and system reliability.

	Innovation & Competitive Advantage
	Encourages innovation through collaboration with stakeholders and technology providers. Strengthens market position.
	Rapid technological changes require continuous investment and updates.
	Significant long-term advantage despite high initial costs.

	Employee Performance
	Engagement improves motivation, productivity, and adoption of new technologies.
	Resistance to change and fear of job loss may reduce engagement.
	Mixed impact, highly dependent on training and change management.

	Risk Management & Compliance
	Strong engagement with regulators ensures legal compliance and reduces risks.
	Complex regulations (e.g. GDPR) increase operational burden.
	Essential for long-term sustainability despite complexity.

	Financial Performance
	Membership model generates stable revenue and increases repeat business.
	High development and implementation costs may impact short-term profitability.
	Positive long-term financial benefits outweigh initial costs.



Overall, stakeholder engagement has a predominantly positive impact on business performance, particularly in enhancing customer satisfaction, operational efficiency, and innovation. However, challenges such as cost, resistance to change, and data privacy must be carefully managed to ensure long-term success.

Conclusion
In conclusion, the successful implementation of StaySmart+ within Marriott International is highly dependent on effective stakeholder engagement across both internal and external groups. This report has demonstrated that stakeholders play a critical role in shaping project outcomes, influencing decision-making, and supporting the adoption of innovative, AI-driven services in the hospitality industry.
Through the application of key frameworks, including SWOT, PESTLE, Mendelow’s matrix, and the RACI model, the analysis has highlighted the importance of clearly identifying stakeholder roles, responsibilities, and levels of influence. These tools enable structured planning and support the development of targeted engagement strategies. Furthermore, the use of the 4C model—communication, collaboration, consultation, and commitment—provides a comprehensive approach to managing stakeholder relationships and ensuring alignment throughout the project lifecycle.
Critically, while stakeholder engagement offers significant benefits such as improved customer satisfaction, operational efficiency, and competitive advantage, it also presents challenges. Issues such as resistance to change, data privacy concerns, and the complexity of managing diverse stakeholder interests must be carefully addressed. The role of the project manager is therefore essential in balancing these competing priorities and ensuring that conflicts are managed effectively.
Overall, this report concludes that stakeholder engagement is not only a supporting function but a strategic driver of project success. By adopting a proactive, structured, and flexible approach to stakeholder management, Marriott can enhance the effectiveness of StaySmart+ and strengthen its position within the global hospitality market. The long-term success of the project will depend on continuous engagement, adaptation, and the ability to respond to evolving stakeholder needs.
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