Stakeholder Engagement in the Launch of StaySmart+

Introduction
The contemporary service industry has been defined by extremely fast digitalisation, a continuous growing level of global competition and a growing concern over sustainability and personalisation of customer experiences. To cater to these more-and-more demanding (in terms of levels) customers service organisations must keep pace with or indeed exceed the consumers demands in all this, they must continue to be efficient in their operations in different international markets. To use our paper, we will take, as a typical example, InterContinental Hotels Group (IHG) and consider it as a multinational company in the hospitality sphere with headquarters in the United Kingdom. Housing a multiplicity of brands ranging between the high-end and the step down of the mid-scale territories, IHG has today become one of the world giants that now occupying more than 100 plus countries, it seems to pose an extremely high geographical presence worldwide. Demonstrating Greater enthusiasm towards digital technologies to engage guests and enhance operations performance indicates that IHG works on redemption and restructuring described earlier (Law et al., 2019).
The IHG Intercontinental Hotels Group is also set to roll out a new service information known as the “StaySmart+” wherein the artificial intelligence-driven system of guest interaction will respond to personalised travel advice and services that are friendly to the environment. The psychological aspect is supplied by AI. Indicatively, AI can extend and even enhance such personalized traveling recommendations of a hotel chain all around the world. Solar panels can be set up on a large scale, an example, but to receive a certificate IHGA must make sure that utilities that do not grant their associations can reconsider going forward, they will not only purchase electricity of ecologically aware stakeholders.
Stakeholders' engagements are the foundation of management in business or any field particularly in the issues of project success. According to Freeman (1984), organisations should ensure that the interests of all the actors who can be influenced and/or affect corporate activities are taken into consideration. Stakeholders in any major project could extend to hospitality where they might be categorized as either internal such as employees or the management as well as external stakeholders such as customers, regulators, suppliers. Their expectations, influence and level of involvement, nearly always have a disposition of framing the type of outcome a certain project will have.
This is a critical report that sets its focus on the dynamics of stakeholder engagement towards the successful development and implementation of StaySmart+. The situational analysis of the internal and external conditions of IHG is presented in the report and it is accompanied by defining the key stakeholders and classifying them. It will be preceded by a study of the roles, the duties and possible obstacles that the stakeholders might face which will provide the basis of the further discussion of the effective stakeholder-engagement strategies.

Situational Analysis: SWOT and PESTLE
Appropriate analysis of the environment and the situational analysis, the strategic orientation makes it a necessity to know in which direction is thought to be the tendency of the StaySmart+ to stay. SWOT analysis reveals both the strong and weak aspects within the IHGA, and threats and opportunities beyond IHGA, whereas PESTEL focuses on the macro environmental factors that imposed on the project.
Brand diversification and worldwide presence are the major strengths of IHG, and it is trading in respectable customer enlistment plans, including IHG Merlin. This kind of alert is a valuable process of utilizing operational information on clients in their loyal customer relationships and favorable considerations as well. Meanwhile, the company should also invest into its digitalization to somewhat herd AI technologies along the way (Ivanov and Webster, 2019). On the negative side, IHG drawbacks comprise the lack of management of an effective franchise-based business model that, hopefully, will result in inconsistency in the delivery of services in different locations. Moreover, when using such super technologies, significant investment in monetary, financial and liquidity positions and organizational change is at risk of implementation.
The company has a lot of opportunity to deal with, the maximisation of which includes a growing interest in travel experience based on customisation and technology; clients have now sought smooth, convenient, personalised service provision within a StaySmart+ environment. A different context can focus on the place of sustainability in the attempt to build the brand image of IHG through integration of eco-friendly efforts with the services (Gössling and Higham, 2021). The threats are mobility of traditional hotel chains and alternative accommodation providers and technology brings about potential opposition by some stakeholders.
PESTLE analysis presents the external forces in the project. Political aspects include the government policies regarding information security, particularly where privacy rights are highly guarded such as the European Union. The tourism demand volatility and global inflation are economic factors that may tend to affect the investment decision and consumer spending behaviour. Social forces are altering customer demands towards sustainability and online convenience that offer opportunities and threats to the organisation.
The technological aspects are essential and particularly important as AI and digital services are developing, provide unsurpassed experience in the framework of constant adaptation. The legalistic approach should be taken into consideration, and the adherence of the labour laws, data protection laws, etc., should be used to follow the risk of such projects. Environmental conditions inform us of the need to practice sustainability particularly in the environment where stakeholders are increasingly demanding that organisations minimize their impact on the environment through the adoption of sustainable practices. Overall, a situational analysis has shown that IHG is not only ready to utilize StaySmart+ but that the massive complexity of the situation in which it operates requires careful and strategic involvement of its main stakeholders (Johnson et al., 2017).

Identification and Classification of Stakeholders
Stakeholder mapping is a most critical process in securing engagement in project life cycle. The stakeholders have to be identified and further analyzed on the power and interest bases, which may be internal or external.
In the case with the IHGA, internal stakeholders are senior executives, project managers, hotel managers, IT specialists, marketing teams and front-line workers. Before it is brought to action, strategic choice and allocation of resources is made by top executives, who make sure that it is oriented towards the proclaimed organizational objectives. Project managers make sure that the projects are delivered continuously and make sure to handle the shift to normal operations and participation of stakeholders. IT specialists create and support technological infrastructure, which is needed to operate StaySmart+, whereas the operationalization of services at the property thereof is managed by hotel managers (Bourne, 2015).
Marketing departments will be engaged in promoting the new service and talking to the customer about its significance, front-end employees are at the core of activities occurring or sale of such enhanced experience. This front-end characterization is even more desirable because such people are usually the frontiers between the enterprise and the customer. Depending upon factors like training, motivation and perceived influence on the new technology, the nature of their involvement may differ.
External stakeholders who would greatly affect the smoothness of the project are the customers and the technology vendors. Customers are the key to the project; they are the nuclear point where the project and its parameters are tested and can be successful. On their part, technology vendors will offer the required infrastructure and expertise to install the AI-driven systems, hence becoming an essential cog in the project. The Regulatory has a contact with the project in terms of legal data protection, employment and environmental regulation of the project (Rowley, 1997).
Besides this the local community is another key stakeholder in as far as the strategies of lifestyle and corporate social responsibility are involved. The leverage of the investors in the strategic decisions is high, because the investors require returns of their investment and they may dominate the resource allocation. Through business partners such as travel agencies and online booking sites, they can penetrate the market and acquire customers. Stakeholders also imply a systematic approach to interacting with them, as the stakeholders can be of different capabilities in terms of expectations and different impacts on the project.

Roles, Responsibilities, Benefits and Challenges of Stakeholders
The roles and responsibilities of the stakeholders widely vary based on their location in the organizational structure and extent of participation of the stakeholders in the project. This interpretation of these roles is necessary in the successful cooperation and coordination of goals.
The executives in high positions are mandated with a duty of establishing the strategic course of the project and ensuring that it aligns to the organizational intentions. They make sure the necessary resources, and support is given in implementation and track the performance and results. Nonetheless, they may perhaps have to juggle conflicting priorities where the field is divided between the projects and the undesirable risks in the scale of a technological investment (Freeman, 1984).
Project managers play a significant role in terms of through-flow and co-ordination of the kind of the greenhouse projects, splitting their roles down the line of timelines, and (in)effective cooperation. Most project management roles involve fixing the components of systems into complete systems whilst navigating amid conflicting requirements. Therefore, a significantly extensive program of multi-faceted communication management should develop (Kerzner, 2017).
Hotel supervisors must also make the activity of the operation in the hotel environment. In that context, they have to conform it to each process and make it available to the customer. The largest aspect of the responsibilities of the hotel manager is that of organization, and it applies to the front-line employees as well as those at the front line; assuring that nothing is shortchanged when it comes to service delivery. However, they will be limited in terms of consideration of finances, employee training, and consistency among all the hotels and properties.
IT experts will create and take care of the technological base required in StaySmart+. The expertise they possess helps in creating reliable, secure and scaled systems. They must encounter issues of system integrations, cybersecurity risks, and the constant necessity to be innovative in the constantly changing technological environment in the process (Ivanov and Webster, 2019).
The front-level staff lie on the outskirts of the business and are tasked with implementing the heightened delivery of service to customers that makes sure that they receive the customer service. Their commitment is of utmost priority because the customers and their attitude towards a brand is especially influenced by them. However, these workers might resist the change, especially when they believe that the new technology will take away their gainful employment or when they lack sufficient training and resources to enable them to get accustomed to the new system (Khan et al., 2022).
The project gets external stakeholders who offer critical assistance in the project implementation. Specifically, feedback on customers and their acceptance of new service are all extremely essential. The requirements of being personalized and experience flow govern the promise to the fact that, somehow, there should be a continuous development. Nevertheless, it might raise the issue of data safety and reliability of AI-based systems in regard to any form of engagement (Floridi et al., 2018).
Technology vendors will offer the technology and expertise that is required to restore StaySmart+ to reality and are therefore key partners in the project. However, externalization is dangerous in terms of costs, quality and control. Regulatory bodies enhance adherence to regulations and ethics and hence contribute towards protecting the organisational image as well as prevention of punishments. Nonetheless, stepping through the regulatory maze in various markets can prove complicated, and put a project on hold (Greenwood, 2007).
The project is affected by the Expectations and contributions of the investors and business partners. Investors seek financial payoffs and thus will tend to play a role in strategic choices, but business partners will help extend to a broader market and achieve customers. 

Stakeholder Engagement Frameworks and Strategic Approaches
Effective stakeholder management in StaySmart+ entails combination of structured frameworks that will facilitate systematic planning, coordination and assessment of stakeholder interactions. Perhaps the most expansive tool to do so is the Stakeholder Matrix by Mendelow since it provides the possibility of defining the stakeholders with power vs. interest. In the case of IHG (InterContinental Hotels Group) senior executives and investors have a high power and interest level thus requiring constant engagement and strategic communication, whereas the local communities may have a low power level, but need regular monitoring and engagement to stay up to date with the positive perceptions of stakeholders and to ensure the maintaining of the legitimacy of an organization at the same time (Johnson et al., 2017).
A RACI matrix will be added to the project management to develop a clearer outlook of how roles and responsibilities are to be assigned throughout the lifecycle. Under the staysmart +, AI projects would be an IT initiative, since they would be answerable in the development and implementation. All the senior executives are responsible in ensuring the project is successful. Operation wise, the hotel managers of the company have the role of implementation; the marketing of the company consulted on customer engagement strategies; and the front-line personnel of the company informed and trained by IT department to make sure they can deliver services efficiently. Such a sharing of responsibilities ensures less confusion, a sense of accountability and greater effectiveness in departmental operations in a specific context, especially in complicated international environments (Bourne, 2015).
Stakeholder engagement plan views activities and the principles of stakeholder management as a transparent, consistent, project-centred entry point to make stakeholders engaged. The plan also prescribes the various communication strategies and types of engagement and connects them to the feedback mechanisms that are targeted towards the general types of stakeholders. In our case, as an example, when the stakeholders in high priority, e.g. investors and senior management, must take part indeed in formal reporting, and in strategic updates, the employees would rather participate in interactive training sessions and workshops. This plan is useful in making sure that the expectations of the stakeholders are addressed and so that any problems that might arise are detected early and addressed (Greenwood, 2007).
Stakeholder engagement places a lot of emphasis on communication planning. It dictates the way of information sharing and all stakeholders communicate during decision making. In StaySmart+, efficient communication is achieved through the combination of digital communication platforms, internal systems and face-to-face interactions. It is regularly updated, performance reported and discussed during the regular feedback to enhance communication. Both transparent and honest communication creates trust which is central to stakeholder support (Clampitt, 2016).
The stakeholder theory seeks to have a method of balancing the interests of various groups of stakeholders. Freeman (1984) argues that the value must be created to all the stakeholders and not only those who have shares. As a product, therefore, in the case of StaySmart+, all the needs of the customer, employees, regulators and business partners must be addressed at the same time. 

Stakeholder Engagement Process and the 4C’s Model
As it may be observed, stakeholder engagement should be approached with appropriate research and must be well planned, implemented and assessed. As a project manager, it would then be my role to ensure that the stakeholders are actively involved in all stages of project lifecycle i.e. inception planning and evaluation of the project itself with the view of it being complete. It begins with the process of the stakeholder identification with stakeholder analysis and subsequent development of an engagement strategy, everyday contact-plan to rendering communications and monitoring stakeholder relations once again (Eskerod and Vaagaasar, 2014).
The 4C model of communication, collaboration, consultation and commitment is a handy construct to stakeholder engagement management. Communication is the foundation of this model, and this ensures that the concerned parties are soundly informed. During a recent meeting about the StaySmart+ project, it was also decided that communication would be arranged to frequently update each other with supportive meetings and frequent use of digital platforms to facilitate sharing of information. Better communication will help in reducing ambiguity and enhancing the capability of the stakeholders to comprehend the roles they can play (Clampitt, 2016).
We need to employ collaboration to support cooperation between stakeholders and exchange knowledge and skills. Some of the techniques that may be employed in collaboration activities are, cross-functional teams, the use of technology vendors and the use of common problem solving. The given technique gives the stakeholders with their participative role an opportunity to be involved in various decision-making processes, which guarantee the quality of project results. Nevertheless, synergy can be coupled with effective leadership and effective communication to make the stakeholders fully visualize the project needs (Ansell and Gash, 2008).
The active inclusion of the interested stakeholders in the decision-making process, eliciting their opinions and comments constitute one of the consultation methods that should be employed. This applies especially in technology innovations, whereby those concerned have a lot to contribute. Indicatively, customer feedback in designing AI services will enable IHG to design their features in a way that will satisfy the needs of customers. Likewise, it will match that engagement with regulatory bodies in reducing the extent of risk involved with the postponement of your project because of noncompliance, or penalty (Rowley, 1997).
The last stakeholder engagement aspect may be perceived as commitment, which is linked to the project. Good intentions should bind all project stakeholders towards pursuing project objectives. Commitment shall entail several regular communications, trust-building tasks and showing of being value oriented to the stakeholders. As a result, internal stakeholders should be trained and provided with important incentives, and external ones should enjoy open and noticeable communication and collaboration years. This is crucial to making the StaySmart+ project, as defined by Bourne (2015), a success and to make it lasting.
The concept of stakeholder engagement is fraught with certain issues even in the context of the systematic model of 4C's. It is sometimes possible that there are conflicts. This might be because of varied priorities amidst a myriad of actors or scarcity of resources or/and conflict of various cultural attributes. An example would be where technology vendors can accord significance to efficiencies and innovation, but employees would be more focused on usability or job safety. The project manager should instead combine the other strategies (negotiation, mediation, and compromise) with conflict management strategies to allow resolving the conflicts and preserving a good relationship (Kerzner, 2017).
The Culturals diversification is important to undertaking stakeholder engagement, that is, to international projects such as StaySmart+. The existence of IHG in various forms of markets is associated with diversified cultural expressions, communication systems, and expectations hence the need to approach the stakeholders differently through different strategies in efforts to optimize on effectiveness. The inter-regional sensing dynamics, on the other hand, will demand some groomed flexibility and orientation to cultural insight as the regional peculiarities of actors might have a different view of how processes of decision-making and communication should work. The disregard of them can lead to the loss of the meaning of the stakeholders, and low engagement (Hofstede, 2011).

Impact of Stakeholder Engagement on Business Performance
It is generally a major factor in the performance of an organisation and especially with complicated projects like StaySmart+ implementation, the involvement of all stakeholders is critical. The enhancement of WA will have a higher chance of success in the project as interested parties will be more inclined to back up project goals and assist in finding solutions to problems. Research has indicated that projects where stakeholders participate highly are more proximate to meet the objectives in the time, cost, and quality aspect (PMI, 2021).
Also, customer satisfaction is a good reward to adequate stakeholder engagement. IHGA is a Stakeholder organization, so it could use the design and implementation processes of StaySmart+, to guarantee that they serve their customer as per their expectations and deliver the value that they have professed. The ability to leverage AI technologies that enable more personalised customer experience also enhances loyalty and repeat business among customers. They say that customer satisfaction proves to be one of the aspects in claiming long-term success and profitability in the realm of hospitality and related services that is quite competitive (Law et al., 2019).
Creativity and organizational learning is another key benefit of stakeholder engagement. Being in a working relationship with stakeholders will ensure that they are backed with a wide range of experiences and abilities that might potentially deliver a myriad of innovative solutions being integrated. Stakeholder feedback can be obtained to give a clue on how to improve the services to respond to market demands. Learning enhances organizational resilience and competitiveness that eventually assists the organization to survive (Chesbrough, 2017).
Good stakeholder engagement strategies may result to cost savings and reduction of risks relating to effective project implementation in financial terms. The stakeholder involvement early on can enable organisations to be proactive in attempting to rectify the concern thus preventing delay and avoidance of additional costs. Close relations with suppliers and partners give rise to a more efficient operation and saving of costs as well. This demonstrates how an engagement of stakeholders is a key strategic element in realizing financial sustainability (Eskerod and Vaagaasar, 2014).
The issue stakeholder engagement is also linked with issues that can cause the impact of business performance. Managing such a multifaceted team of stakeholders over time consumes a lot of time and resources and will increase the complexity of the implementation of any project. Even in stakeholder relations, conflicting interests exist that may stall the entire process of making the best decisions as possible. As an illustration, there may be a need to make trade-offs on technological innovation and data privacy that have serious consequences on the outcomes of a given project. In this way, companies need to obtain a reasonable perspective of stakeholder involvement that will provide valuable gains and at the same time identify the huge challenges (Greenwood, 2007).
It is also quite appropriate to stakeholder engagement to talk about ethical considerations, especially projects related to AI and other technologies. Data on the customers are not just collected in issues related to customer privacy which are issues of responsibility, transparency and accountability. IHG should take the task of producing data collection practices which are accorded by the law as well as those which are ethical. Not dealing with such issues can have a negative effect on the image and customers can distrust. Thus, the ethical stakeholder engagement must be transparent, accountable, and necessitate the need to conduct business cautiously (Floridi et al., 2018).

Recommendations for Enhancing Stakeholder Engagement
IHG is encouraged to be both strategic and active to exploit the trade-offs provided by interdependent stakeholders to facilitate greater sturation between its stakeholder groups when it comes to the StaySmart+ interventions. One of the key types of enabler is the use of advanced digital tools to facilitate instant communication and day-to-day working relationship between different stakeholders to improve discernment and distribute information much faster, organized and better coordinated when day-to-day interactions seems to be a real limitation by international geography (Kerzner, 2017).
Also, employees, particularly the front-line officers need to be taken through massive training programmes. It is aimed at bibulating the employees with the skills and knowledge that are required in the utilisation of the technologies that cancels the natural unwillingness to change and enhances service delivery. This should be a continuous training process that is based on job specialization within the organization to ensure that stakeholders will be involved with an overall picture before any push of StaySmart+ (Khan et al., 2022).
IHG ought to likewise count on developing a more improbable approach to stakeholder participation with the stakeholders actively part of the choice creation process. Weaving customer-feedback into service design and attempting to engage the employees in the definition and development of operations make such active involvements possible. Inclusion will lead to the perceptions of stakeholders towards satisfactory level of satisfaction that will lead to feeling of owning and commitment vital to the success of such a project (Rowley, 1997).
Going by ethical practices in business is another important recommendation. IHGA ought to create an effective policy on the issue of data governance to ensure that the company is transparent on its use of AI. This involves transparency on how the organization gathers, stores and utilizes data of a guest, also on enabling the client to manage his data. Ethical practices of training can facilitate improvement of organizational reputation and ethics (Floridi et al., 2018).

Conclusion
 
To sum up, stakeholder involvement is one of the essential conditions of a successful implementation of such innovative project as StaySmart+ in the hospitality business. The environmental analysis of the IHG setting sheds light on the significance of knowledge of internal strengths and external forces in the management of the relationship of stakeholders effectively. The identification and analysis of main stakeholders will enable the organisation to create specific approaches to engagement based on the level of alignment and improved cooperation.
Implementing structured frameworks, including stakeholder mapping, RACI matrices, and communication plans, have a systematic way that stakeholder interactions can be handled. The 4Cs model also points out the essence of communication, collaboration, consultation, and commitment as essential in making engagement successful. There is also a need to manage the conflicts, cultural differences and ethical concerns with carefulness, though.
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