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[bookmark: _Toc226720056]Executive Summary
This report analyses the essence of stakeholder engagement in the successful development and implementation of a service called ‘StaySmart+’. This service operates in a global hospitality organisation. The selected company for the report is Marriott International, and it is among the leading hotel groups operating worldwide. The StaySmart+ project includes artificial intelligence (AI), personalised services, and sustainability features in order to improve customer experience and operational effectiveness.
This report starts with a situational analysis applying SWOT and PESTLE frameworks. In addition, it will help understand the internal and external environment impacting on the project. Then, it represents main internal and external stakeholders like staff, management, customers, suppliers, and regulators. Moreover, the stakeholders are analysed according to their roles, duties, and level of impact in the project.
This project uses major stakeholder engagement models like the stakeholder matrix, RACI matrix, communication plan, and engagement approaches. These instruments guarantee efficient coordination, clear communication, and shared responsibility among all the stakeholders. The analysis also focuses on important theories, including stakeholder theory, relationship marketing, and the relational lens approach. Therefore, it will show how strong relationships improve project results.
The application of the 4C’s model – Communication, Collaboration, Consultation, and Commitment – is a major part. The model is applied to analyse how project managers can handle different stakeholder relationships and decrease the level of conflict. The project also provides an evaluation of the benefits and challenges of stakeholder engagement, like cultural differences, resistance to change, and ethical issues including data privacy.
Lastly, the report represents an evaluation of how stakeholder engagement influences business performance and identifies areas for improvement. It states that efficient stakeholder engagement is important for project success because it improves trust, decreases levels of risk, and maintains long-term organisational performance.
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[bookmark: _Toc226720057]Introduction
The organisation Marriott International is considered one of the most prominent and famous hotel and hospitality companies globally. It possesses more than 8,000 properties in over 130 countries and provides a variety of services, including luxury hotels and budget accommodation (Marriott, 2023). The organisation concentrates on innovative approaches, customer satisfaction, and sustainable business activities. Recently, the global hospitality industry has undergone a rapid change because of factors like digital technology, changing customer expectations, and environmental issues.
In order to adapt and respond to such changes, Marriott is intending to launch a new service – ‘StaySmart+’. The service’s aim is to increase guest experience by applying artificial intelligence (AI), personalised travel planning, and sustainability options. For instance, the service will consist of smart room controls, AI-based customer support, and energy-effective systems. The launch of this project is expected to be in specifically selected hotels globally in the following six months. This complicates the project due to various markets, cultures, and operational systems.
In addition, stakeholder engagement is crucial in this project. According to Freeman (1984), stakeholders are individuals or groups who can directly impact or be influenced by a certain project. The group of stakeholders consists of customers, staff, suppliers, investors, and government institutions. So, in this case, efficient engagement will focus on creating strong relationships, guaranteeing clear communication, and including stakeholders in decision-making processes.
The purpose of this report is to examine the essence of stakeholder engagement in the successful launch of StaySmart+. Also, the project will provide the main stakeholders, analyse their roles, and use well-established theories and approaches to manage them efficiently. Moreover, it will show the benefits and issues of stakeholder engagement in a global hospitality environment. This report indicates that strong stakeholder engagement is important for achieving project success and improvement of cooperation, decreasing of risks, and maintaining of long-term business performance.
[bookmark: _Toc226720058]Situational Analysis
The situational analysis helps in identifying the internal and external environment of Marriott International before setting the StaySmart+ service. The two major frameworks to analyse SWOT and PESTLE are analysis (Johnson, Scholes and Whittington, 2020).
[bookmark: _Toc226720059]SWOT Analysis
[bookmark: _Toc226720060]Strengths
Marriot is an established worldwide brand and has gained a large customer base. This helps the company to reach a higher competitive advantage when intending to launch new services. Moreover, the organisation has substantial financial resources and has gained experience in innovation. This will help Marriot to consider investment in AI technology (Marriott, 2023). Also, the company has created a loyalty programme that helps attract customers (Kotler et al., 2021).
[bookmark: _Toc226720061]Weaknesses
Despite the numerous strengths, the company encounters operational issues because of its worldwide influence. Launching new technology and managing in many countries can be very challenging. In addition, some employees may lack expertise in digital skills. This will be a setback from the implementation of the processes (Ivanov and Webster, 2019). In addition, the high cost of technology investment is another weakness (Buhalis and Leung, 2018).
[bookmark: _Toc226720062]Opportunities
The demand for personalised and digital services is constantly growing. Customers expect rapid, easy-to-use, convenient, and personalised experiences. According to Deloitte (2022), sustainability is inevitable, especially when StaySmart+ includes eco-friendly features. This is considered a straight opportunity for Marriott to increase its brand awareness and customer fulfilment (Jones, Hillier and Comfort, 2016).
[bookmark: _Toc226720063]Threats
The competitiveness in hospitality is very serious. Large organisations like Hilton and Hyatt provide similar innovations. In addition, the data privacy and cybersecurity when applying AI systems pose serious risks (Xiang et al., 2021). Moreover, worldwide economic uncertainty can decrease willingness to travel among customers (OECD, 2021).
[bookmark: _Toc226720064]PESTLE Analysis
[bookmark: _Toc226720065]Political
Operating in various countries forces companies to consider different laws and regulations. So, Marriott should follow international data protection laws like GDPR when using sensitive customer data (European Commission, 2020).
[bookmark: _Toc226720066]Economic
Economic conditions like inflation and recession can cause a decrease of customers who prefer on-travel experiences. This influences the demand for premium services (WTTC, 2023).
[bookmark: _Toc226720067]Social
Customers focus on digital services and personalised travel experiences. In addition, the awareness of sustainable business activities is also increased (PwC, 2022).
[bookmark: _Toc226720068]Technological
With the fast development of technology, AI and smart systems can increase the level of services. However, this needs to be considered due to the continuous investment and updates (Ivanov et al., 2020).
[bookmark: _Toc226720069]Legal
Legal factors are connected to data protection, employment laws, and health and safety regulations. Lack of company response to these issues can cause high fines and reputational damage (Buhalis and Leung, 2018).
[bookmark: _Toc226720070]Environmental
The pressure on organisations to decrease the level of carbon emissions is rising. So, StaySmart+ can support this by offering energy-efficient solutions and sustainable operations (UNWTO, 2022).
[bookmark: _Toc226720071]SMART Objectives
The project’s aim is to release StaySmart+ in the next six months, increase customer satisfaction by 20%, decrease the level of energy use by 15%, and improve customer retention by 10%. The objectives are alignment with the SMART framework that helps companies to maintain clear and effective goal setting (Doran, 1981).
[bookmark: _Toc226720072]Identification and Categorisation of Stakeholders
Freeman (1984) defines stakeholders as groups of individuals that can influence or be impacted by a project. In addition, stakeholders are considered crucial for the development and success of the StaySmart+ project. In addition, they help the project manager understand needs, expectations, and range of influence. Stakeholders can be divided into two groups – internal and external.
[bookmark: _Toc226720073]Internal Stakeholders
People in the organisation are known as internal stakeholders. They are staff, project managers, senior management, and different departments like IT, marketing, operations, and human resources. First, senior management is provided with high jurisdiction about the strategic decisions and budget approvals. Then, the project manager is responsible for planning and executing the project. After that, the IT department creates and operates the AI systems. Lastly, the marketing team is responsible for the promotion of the StaySmart+ service to customers (Kerzner, 2022).
Staff are also an important stakeholder due to their direct delivery of the service to customers. Moreover, the skills and behaviours of the employees can influence the overall success of the project. Human Resources (HR) teams have duties for providing staff with training programs and adapting to changes in the organisation (Armstrong, 2020).
[bookmark: _Toc226720074]External Stakeholders
External stakeholders are people of parties outside the company that still can affect the project. These can involve customers, suppliers, investors, government bodies, local communities, and travel partners.
The main stakeholders are customers, also considered the end users of the StaySmart+ service. According to Kotler et al. (2021), their satisfaction examines the success of the project. Technology suppliers offer AI systems and digital tools required for the service StaySmart+. The financial support is given by the investors who expect good returns. Regulatory parties and the government guarantee that the organisation upholds the laws for data protection regulations (European Commission, 2020). In addition, local communities play an important role due to the hotels operating in their environment. So, sustainable practices in StaySmart+ can help communities and increase the company’s awareness (UNWTO, 2022).
[bookmark: _Toc226720075]Stakeholder Categorisation (Power–Interest Matrix)
Medelow’s interest matrix (1991) can provide analysis of the stakeholder such as the following:
· High power, high interest – includes senior management, investors
· High power, low interest – includes government regulators
· Low power, high interest – includes staff and customers
· Low power, low interest – includes local communities
This arrangement can help the project manager understand how to connect each stakeholder group efficiently. For instance, high-power stakeholders should be closely managed. On the other hand, low-power stakeholders must be only informed.
[bookmark: _Toc226720076]Roles, Responsibilities, Benefits, and Challenges of Stakeholders
Knowing the roles and duties of stakeholders is crucial for businesses like Marriott when they have to manage efficiently a new large project like StaySmart+. Each stakeholder group supports the company in a different way and has different demands. So, this can pose issues and create benefits for Marriott.
[bookmark: _Toc226720077]Roles and Responsibilities
The strategic role of the project is given to senior management. This team sets the vision, approves the budgeting means, and guarantees that the project is connected to organisational goals. The team’s support is also crucial for decision-making and resource allocation (Johnson, Scholes and Whittington, 2020).
The project manager guarantees planning, organising, and supervising of the project. These actions are highly impacted by managing time, cost, and quality. The coordination and efficient communication are implemented by the project manager (Kerzner, 2022).
The IT department guarantees the development and maintenance of AI systems used in StaySmart+. These systems include software development, data management, and system security. The marketing department is responsible for the promotion of new services and creating the communication about their benefits to customers. Operations staff provide the service directly to customers and guarantee that the quality standards are sustained.
HR managers possess duties for providing training programs to staff and coping with organisational change. Moreover, it helps employees adapt and understand new technology implemented and processes initiated (Armstrong, 2020).
The roles of external shareholders are also important. Feedback provided by customers is crucial and affects service design. Moreover, suppliers are responsible for providing technology and technical support. Government guarantees legal compliance. For examples, these government bodies supervise the legislation in areas like data protection and safety regulations (European Commission, 2020).
[bookmark: _Toc226720078]Benefits of Stakeholders
Stakeholders contribute to these projects by including essential resources, knowledge, and expertise. For instance, IT suppliers ensure that advanced technology is provided. Staff must guarantee that the service delivery is exceptional. In addition, customers give feedback and write reviews to ensure that the service can be improved.
Efficient stakeholder engagement increases the success of a project and improves decision-making processes. Also, it creates trust and improves relationships between the organisation and its stakeholders (Bourne, 2015). The relationship marketing theory argues that long-term relationships with stakeholders create value and help the company to improve customer loyalty (Christopher, Payne and Ballantyne, 2013).
[bookmark: _Toc226720079]Challenges of Stakeholders
Although there are benefits, dealing with stakeholders has its complexities. For instance, different stakeholders show various interests. Investors can concentrate on profit, and customers just want higher quality at lower cost. Staff can feel worried about workload and job security. So, these differences can cause conflict. According to Hofstede (2011), cultural differences across countries can also create communication barriers. Considering global projects like StaySmart+ represent a major challenge for Marriott.
In addition, resistance to change is another concern; for instance, staff can feel unfamiliar with using new AI technologies. Therefore, productivity can be reduced and implementation postponed (Kotter, 2012).
In addition, ethical concerns such as data privacy and the use of AI can create risks. Organisations must ensure transparency and responsible use of technology (Xiang et al., 2021).
[bookmark: _Toc226720080]Critical Evaluation
Stakeholders are important for guaranteeing project success. In addition, they provide knowledge, experience, resources, and support. Still, their various interests can pose issues to the company. So, efficient stakeholder management is required to create balance between these interests and guarantee successful project delivery.
[bookmark: _Toc226720081]Stakeholder Engagement Theories
In order to achieve efficient stakeholder engagement, Marriott is required to use well-structured models and frameworks. In addition, these tools will improve the project manager's planning, organising, and managing of relationships between different stakeholders in the StaySmart+ project.
[bookmark: _Toc226720082]Stakeholder Matrix (Power–Interest Grid)
The stakeholder matrix is considered a main tool that helps analyse stakeholders according to their level of interest and power (Mendelow, 1991). This also helps the project manager in the decision-making processes of managing each stakeholder group. The stakeholder matrix looks like this:
· High power, high interest – stakeholders including senior management and investors should be managed closely. They must be assured with regular updates and be actively involved in the decision-making processes.
· High-power, low-interest stakeholders like regulators must be satisfied by ensuring compliance with laws and regulations.
· Low-power, high-interest stakeholders like staff and customers must be closely informed and engaged.
· Low-power, low-interest stakeholders, including local communities, require minimal effort. However, they must still be monitored.
This framework enhanced effectiveness by concentrating resources on the most important stakeholders (Bourne, 2015).
[bookmark: _Toc226720083]RACI Matrix
According to Kerzner (2022), the RACI matrix is applied to specify roles and duties in a certain project. It helps companies reduce confusion and improve responsibility. It consists of the following:
· Responsible – The person or team that are actually doing the task – in this case, it is the IT team.
· Accountable – The person with the final authority – the project manager.
· Consulted – Stakeholders who ensure the input – the marketing team.
· Informed – Stakeholders who are constantly updated – employees.
For instance, in the project StaySmart+, the IT team is accountable for creating and developing AI systems. The project manager is responsible for overall delivery. So, clear role definition helps the company reduce duplication of work and conflict.
[bookmark: _Toc226720084]Communication Plan
The communication plan guarantees that the right information is communicated with the right stakeholders at the right time. Emails, meetings, reports, and digital platforms are common methods of communication. Kerzner (2022) argues that efficient communication decreases the level of misunderstanding and improves trust among stakeholders. For instance, senior management receives formal reports, staff are provided with training seminars and updates about updates during the project, and customers are getting marketing messages through communication platforms like social media. In global projects where cultural differences appear commonly, clear communication is required in order to avoid difficulties (Hofstede, 2011).
[bookmark: _Toc226720085]Stakeholder Engagement Plan
Stakeholders should be involved in the project by a structurally designed stakeholder engagement plan. This plan consists of approaches like meetings, workshops, feedback systems, and training programs. In addition, the plan helps companies create strong relationships and guarantees that stakeholders are involved and valued throughout the project (Greenwood, 2007). In addition, strong relationships increase companies’ creation of trust and long-term cooperation (Ashcroft, 2017).
[bookmark: _Toc226720086]Relevant Theories
[bookmark: _Toc226720087]Stakeholder Theory
Stakeholder theory helps organisations prioritise the needs of all stakeholders, not only the shareholders involved (Freeman, 1984).
[bookmark: _Toc226720088]Relationship Marketing Theory
Marketing theory helps companies create long-term relationships with customers and other stakeholders (Christopher, Payne and Ballantyne, 2013).
[bookmark: _Toc226720089]Relational Lens Theory
This theory focuses on trust, communication, and cooperation between stakeholders (Ashcroft, 2017).
[bookmark: _Toc226720090]Critical Evaluation
The theories help companies to initiate a structured approach to stakeholder management. In addition, the help teams improve clarity, communication, and responsibility. On the other hand, they can consume time and may avoid managing complex human behaviour. Therefore, project managers should use them carefully and with flexibility in order to include them in various situations.
[bookmark: _Toc226720091]Stakeholder Engagement Process and Conflict Management
Efficient stakeholder engagement is a consuming, continuous, lasting, and structured process. Also, it forced companies to maintain careful planning, clear communication, and active involvement of all main stakeholders. The project manager of StaySmart+ should follow a systematic approach to guarantee engagement of all stakeholders throughout the project lifecycle.
[bookmark: _Toc226720092]Stakeholder Engagement Process
[bookmark: _Toc226720093]Stakeholder Identification
All individuals and parties involved or affected by the project must be carefully identified. These consist of internal stakeholders like staff and managers and external stakeholders like customers, suppliers, and regulators (Freeman, 1984). Failing to identify key stakeholders can disturb the project’s success.
[bookmark: _Toc226720094]Stakeholder Analysis
The stakeholder analysis involves all stakeholders’ needs, expectations, power, and level of interest. In this process essential tools like the power-interest matrix help organisations prioritise stakeholders (Mendelow, 1991). For instance, senior management possess high power and should be carefully monitored, while customers have high interest and should be regularly involved.
[bookmark: _Toc226720095]Planning Stakeholder Engagement
The project manager creates strategies for communication and engagement. This is related to the decision of how regularly stakeholders will be contacted, what information will be provided, and what approaches will be applied (Kerzner, 2022). With a well-created engagement plan, companies guarantee consistency and decrease levels of confusion throughout projects.
[bookmark: _Toc226720096]Implementation of Engagement Strategies
Making engagement strategies refers to conducting meetings, communicating updates, organising training seminars, and gathering feedback. Staff can be offered new training programs on AI systems. On the other hand, customers may be involved by surveys and digital platforms. Active engagement improves trust and increases the level of collaboration (Greenwood, 2007).
[bookmark: _Toc226720097]Monitoring and Review
The project manager should often evaluate if stakeholders are involved and satisfied during projects. The collected feedback must be examined, and improvements of strategies must be made when necessary. According to Bourne (2015), continuous improvement is crucial in fast-paced projects.
[bookmark: _Toc226720098]Application of the 4C’s Model
The 4C’s model is very applicable in managing stakeholder relationships. It consists of communication, collaboration, consultation, and commitment.
[bookmark: _Toc226720099]Communication
Communication is considered the most important element of the 4C model. With clear and regular communication, stakeholders understand the progress and goals of the project. Failing to provide good communication can cause conflicts and misunderstanding (Kerzner, 2022).
[bookmark: _Toc226720100]Collaboration
Collaboration is the process of working closely with stakeholders. Moreover, collaboration between organisation employees, IT teams, and suppliers is crucial for the StaySmart+ project. Also, it helps Marriott improve innovative practices and problem-solving approaches (Ashcroft, 2017).
[bookmark: _Toc226720101]Consultation
Consultation is aligned with asking stakeholders for their opinions and gathering feedback. In this way, companies increase involvement of stakeholders and help them feel more valued. For example, gathering customer feedback can help organisations improve product and service design.
[bookmark: _Toc226720102]Commitment
Commitment is related to the degree of support that stakeholders dedicate to the project. Strong commitment improves project success. Companies can achieve this by building trust and providing benefits (Christopher, Payne and Ballantyne, 2013).
[bookmark: _Toc226720103]Conflict Management
Conflict is a very common issue in projects due to the different expectations of interests of shareholders. In addition, investors may strive for cost reduction and staff may desire better working conditions. These differences can pose challenges for the organisations.
In order to manage conflict efficiently, the project manager should consider several approaches. Open communication is one because it helps clarify misunderstandings. In addition, negotiation is considered another approach, where a compromise should be reached. Mediation can also be applied when conflicts raise (Thomas and Kilmann, 1974). In addition, the mediation approach considers five conflict management styles, including:
· Avoiding
· Accommodating
· Competing
· Compromising
· Collaborating
Each approach is used regarding the situation. For instance, collaboration is preferred when companies focus on long-term relationships.
[bookmark: _Toc226720104]Critical Evaluation
Stakeholder engagement is an inseparable part of the project success. Moreover, it improves trust and increases the level of collaboration and communication. Also, it helps companies predict risks in advance and helps management make better decisions. On the other hand, engagement demands time, resources, and efforts. High engagement can impact decision-making and increase project costs.
When initiating global projects like StaySmart+, cultural differences and communication barriers can complicate engagement (Hofstede, 2011). So, the project manager should create a balance between stakeholder needs and flexible strategies. Efficient stakeholder engagement, improved by the 4C’s model and conflict management strategies, is considered vital for the successful implementation of the StaySmart+ project.
[bookmark: _Toc226720105]Impact of Stakeholder Engagement on Business Performance and Recommendations
Stakeholder engagement directly influences business performance, especially in global and complex projects like the StaySmart+ service. In addition, effective engagement helps companies improve relationships, decrease levels of risk, and ensure long-term success. Still, poor management can cause serious issues that can cost the company failure of the project.
[bookmark: _Toc226720106]Impact on Business Performance
[bookmark: _Toc226720107]Customer Satisfaction
Improvement of customer satisfaction is considered one of the key benefits of stakeholder engagement. In addition, when customers are involved by gathering feedback and requiring consultation, the service is designed according to their needs. In this way, they receive better customer experience and respond with higher loyalty (Kotler et al., 2021). In the StaySmart+ project, personalised services and AI can help Marriott International increase customer satisfaction when stakeholders are correctly engaged.
[bookmark: _Toc226720108]Decision-Making
Decision-making is another aspect that is improved by stakeholder engagement. Sharing ideas and knowledge of different stakeholders can assist the organisation in making better and informed decisions (Bourne, 2015). The production of IT experts, staff, and customers can improve the design and implementation of the service.
[bookmark: _Toc226720109]Risk Reduction
Moreover, risk reduction is also crucial. Stakeholder engagement early can help companies see possible risks like technical problems, legal issues, or customer dissatisfaction. Also, this helps the project manager to correct these issues before they are more serious (Kerzner, 2022). In addition, engaging regulators guarantees compliance data protection laws.
[bookmark: _Toc226720110]Employee Performance and Motivation
When staff are motivated, involved, and valued, they may increase their contribution to the project and perform better. Training programs and communication can decrease the level of resistance to changes and improve efficiency (Armstrong, 2020).
[bookmark: _Toc226720111]Brand Reputation
Brand reputation can also be improved through strong stakeholder relationships. Organisations that involve stakeholders effectively are assumed to be responsible and trustworthy. In the hospitality industry, this is crucial, as reputation directly impacts customer choice (Jones, Hillier and Comfort, 2016).
[bookmark: _Toc226720112]Challenges
Still, challenges also exist. Stakeholder engagement requires companies to use a lot of time and substantial resources. In addition, managing various stakeholders from different countries poses complexities. According to Hofstede (2011), cultural differences can create misunderstandings and lower efficiency. The information overload can confuse stakeholders.
[bookmark: _Toc226720113]Ethical Issues
Ethical issues should also be considered. The implementation of AI in the StaySmart+ project represents problems about data privacy and transparency. Companies must guarantee that they use customer data responsibly (Xiang et al., 2021). Failing to identify ethical issues can harm the company’s reputation and reduce trust among stakeholders.
[bookmark: _Toc226720114]Recommendations for Improvement
The recommendations for improvement of the StaySmart+ project should be efficient and well-structured.
[bookmark: _Toc226720115]Use of Digital Communication Tools
Marriott must implement digital platforms like mobile apps, internal systems, and online meetings to ensure better communication with stakeholders. This can improve efficiency and speed of the project, especially due to its global existence (Deloitte, 2022).
[bookmark: _Toc226720116]Providing Regular Training for Staff
Training programs can help staff understand better and use properly new AI technologies. In this way, project managers will reduce resistance to change and improve service quality (Kotter, 2012).
[bookmark: _Toc226720117]Create Strong Feedback Systems
The organisation must often gather feedback from customers and staff by conducting surveys and collecting reviews. This will improve the overall quality of services and help the company recognise problems early (PwC, 2022).
[bookmark: _Toc226720118]Improve Stakeholder Relationships
The company must emphasise creating long-term relationships with stakeholders. In this way, it will build trust, ensure transparency, and make regular communication (Christopher, Payne and Ballantyne, 2013).
[bookmark: _Toc226720119]Improve Cultural Awareness
Considering the global scope of the StaySmart+ project, Marriott International must provide cultural training programs for its staff. Therefore, it will improve communication among all levels and reduce misunderstandings (Hofstede, 2011).
Focus on Ethical Practices
Marriott International should guarantee that AI systems are used correctly and responsibly. Fulfilling requirements of data protection and transparency is considered crucial for the company (European Commission, 2020).
[bookmark: _Toc226720120]Continuous Monitoring and Evaluation
Stakeholder engagement strategies must be regularly evaluated. This will guarantee that they are efficient and appropriate in such a changing environment (Bourne, 2015).
Stakeholder engagement has both positive and negative influences on business performance. It increases the level of customer satisfaction, staff performance, and decision-making processes. On the other hand, it requires careful management, so Marriott International can avoid complexity and high costs.
Successful stakeholder engagement can improve service quality for the StaySmart+ project. Also, it can help the company achieve higher customer loyalty and improved competitive advantage. So, it is crucial for Marriott to invest in efficient and relevant stakeholder engagement strategies.
[bookmark: _Toc226720121]Conclusion
This report analysed the importance of stakeholder engagement in the successful representation of the StaySmart+ service in Marriott International. Considering this project’s complexity, it includes different stakeholders across various countries, cultures, and operational systems. So, efficient stakeholder engagement is very important for achieving project success.
Initially, the report inspected the internal and external environment, applying SWOT and PESTLE frameworks. These methods proved that Marriott contains strong opportunities in digital innovation and sustainability. However, it encounters challenges, including high competition, technological risks, and regulatory requirements. Then, the major internal and external stakeholders were identified, including staff, customers, suppliers, and regulators, with a detailed explanation of their roles and duties.
Numerous stakeholder engagement approaches were used, like the stakeholder matrix, RACI matrix, communication plan, and engagement methods. In addition, these models can help Marriott International improve coordination, clarity, and responsibility during the project implementation. In addition, the report used major theories like stakeholder theory and relationship marketing to analyse the importance of creating strong stakeholder relationships.
The 4C’s model was also applied to define the efficient management of stakeholders. Moreover, conflict management approaches were analysed to identify issues like different stakeholder interests and resistance to changes.
The report concluded that stakeholder engagement influences strongly overall business performance. It helps companies improve customer satisfaction, make better decisions, and decrease possibilities of risks. On the other hand, it involves careful management, time, and resources.
To conclude, the success of the StaySmart+ project heavily relies on the good engagement of stakeholders. Marriot International must use efficient strategies to create trust, improve communication, and guarantee long-term cooperation. In this way, the organisation will achieve project goals and improve its competitive position in the global hospitality industry.
















[bookmark: _Toc226720122]References
Armstrong, M. (2020) Armstrong’s handbook of human resource management practice. 15th edn. London: Kogan Page.
Ashcroft, J. (2017) The relational lens: Understanding, measuring, and managing stakeholder relationships. Cambridge: Cambridge University Press.
Bourne, L. (2015) Stakeholder relationship management. London: Routledge.
Brown, P. (2019) ‘Sustainability in hospitality’, Tourism Management, 70, pp. 1–10.
Buhalis, D. and Leung, R. (2018) ‘Smart hospitality’, International Journal of Hospitality Management, 71, pp. 41–50.
Christopher, M., Payne, A. and Ballantyne, D. (2013) Relationship marketing. London: Routledge.
Deloitte (2022) Hospitality industry outlook.
Doran, G. (1981) ‘There’s a SMART way to write management goals’, Management Review, 70(11), pp. 35–36.
European Commission (2020) General Data Protection Regulation (GDPR).
Freeman, R.E. (1984) Strategic management: A stakeholder approach. Boston: Pitman.
Greenwood, M. (2007) ‘Stakeholder engagement’, Journal of Business Ethics, 74(4), pp. 315–327.
Hofstede, G. (2011) ‘Dimensionalizing cultures’, Online Readings in Psychology and Culture, 2(1).
Ivanov, S. and Webster, C. (2019) ‘Economic impacts of AI in tourism’, Tourism Economics, 25(7), pp. 1–19.
Ivanov, S., Webster, C. and Garenko, A. (2020) ‘Young Russian adults’ attitudes towards AI’, Tourism Management Perspectives, 33.
Johnson, G., Scholes, K. and Whittington, R. (2020) Exploring strategy. 12th edn. Harlow: Pearson.
Jones, P., Hillier, D. and Comfort, D. (2016) ‘Sustainability in hospitality’, International Journal of Contemporary Hospitality Management, 28(1), pp. 36–67.
Kerzner, H. (2022) Project management: A systems approach. 13th edn. Hoboken: Wiley.
Kotler, P., Bowen, J. and Makens, J. (2021) Marketing for hospitality and tourism. 8th edn. Harlow: Pearson.
Kotter, J.P. (2012) Leading change. Boston: Harvard Business Review Press.
Marriott International (2023) Annual report.
Mendelow, A. (1991) ‘Stakeholder mapping’, Proceedings of the 2nd International Conference on Information Systems.
Müller, R. (2019) Project governance. London: Routledge.
OECD (2021) Tourism trends and policies. Paris: OECD Publishing.
PwC (2022) Consumer insights survey.
Smith, A. (2020) ‘AI in hospitality’, International Journal of Hospitality Management, 89.
Thomas, K. and Kilmann, R. (1974) Thomas-Kilmann conflict mode instrument. New York: Xicom.
UNWTO (2022) Tourism and sustainability report. Madrid: UNWTO.
World Travel & Tourism Council (WTTC) (2023) Global travel report. London: WTTC.
Xiang, Z., Schwartz, Z., Gerdes, J. and Uysal, M. (2021) ‘What can big data and AI do?’, International Journal of Contemporary Hospitality Management, 33(2).
Zeng, Z. and Gerritsen, R. (2019) ‘What do we know about AI in tourism?’, Tourism Management Perspectives, 31.
image1.png
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




