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EXECUTIVE SUMMARY
This report critically evaluates stakeholder engagement strategies for the global rollout of Stay Smart+, a premium customer‑experience service developed by Hilton Hotels & Resorts. Stay Smart+ integrates AI‑driven guest interaction tools, personalized travel planning, and sustainability‑focused amenities to enhance comfort, efficiency, and brand differentiation across Hilton’s international markets. The pilot site for this initiative is Hilton Birmingham Metropole, one of the UK’s largest conference hotels located adjacent to the National Exhibition Centre (NEC) and Birmingham Airport.
As Project Manager, the successful implementation of Stay Smart+ requires the identification, analysis, and engagement of key internal and external stakeholders. Drawing on stakeholder theory (Freeman, 1984, p. 56), engagement frameworks, and strategic management principles, this report evaluates how stakeholder collaboration, communication, and commitment can support the effective design, launch, and adoption of the service. The report includes a situational analysis (SWOT and PESTLE), stakeholder mapping, a RACI matrix, an engagement plan, and a communication strategy. It also applies to the 4Cs model—communication, collaboration, consultation, and commitment—to demonstrate how conflicts can be managed and stakeholder alignment achieved.
The findings highlight that effective stakeholder engagement enhances organizational performance by improving guest satisfaction, operational efficiency, innovation capability, and brand reputation. The report concludes with recommendations for strengthening Hilton’s long‑term stakeholder engagement practices.
1. INTRODUCTION 
Hilton Birmingham Metropole is one of the largest hotels in the United Kingdom, offering more than 790 guest rooms, extensive conference and event facilities, multiple restaurants, and a leisure club. Located adjacent to the NEC, Resorts World Arena, and Birmingham Airport, the hotel attracts a diverse mix of international business travelers, conference delegates, and leisure guests. As part of Hilton Hotels & Resorts, a global hospitality group operating more than 7,000 properties across 122 countries (Hilton, 2023, p. 14), the hotel benefits from strong brand recognition, global loyalty programmed, and access to advanced digital infrastructure.
The hotel is preparing to launch Stay Smart+, a premium customer‑experience service designed to enhance guest satisfaction and operational efficiency. Stay Smart+ integrates AI‑driven tools such as virtual concierges, automated check‑in systems, personalized itinerary planning, and sustainability‑focused amenities including smart‑energy rooms and eco‑friendly guest options. The service aims to differentiate Hilton Birmingham Metropole in a competitive hospitality market while supporting Hilton’s global digital‑transformation and sustainability strategies.
The rollout of Stay Smart+ across selected Hilton hotels worldwide is scheduled for six months. As Project Manager, the success of this initiative depends on identifying and engaging stakeholders whose cooperation is essential for the design, implementation, and adoption of the service. Stakeholders include internal departments such as IT, operations, marketing, and front‑line staff, as well as external groups including guests, technology vendors, local authorities, and industry partners.
This report applies stakeholder theory, engagement frameworks, and strategic management principles to evaluate how Hilton Birmingham Metropole can manage stakeholders throughout the Stay Smart+ project lifecycle. It provides a situational analysis, identifies key stakeholders, outlines their roles and responsibilities, and proposes engagement strategies to foster collaboration, trust, and commitment across diverse cultural and market contexts.
For stakeholders, revenue refers to the total income an organization earns, which directly affects their interests, influence, expectations, and level of support for the business.
2. COMPANY APPRAISAL — SWOT, PESTLE & SMART OBJECTIVES 
2.1 SWOT Analysis 
A stakeholder’s meaning: SWOT analysis identifies each stakeholder’s strengths, weaknesses, opportunities, and threats to understand how they influence and are impacted by a project.
Strengths
Hilton Birmingham Metropole benefits from a strong global brand reputation, extensive conference facilities, and a strategic location near major transport hubs. Its large capacity and established corporate partnerships position it well for piloting innovative services such as Stay Smart+. Hilton’s global digital infrastructure, including the Hilton Honors app and contactless check‑in technology, provides a strong foundation for integrating AI‑driven tools (Hilton, 2022, p. 33).
Weaknesses
The hotel faces high operational costs due to its size and energy consumption. Staff shortages in the hospitality sector, particularly in post‑pandemic recovery, may hinder the adoption of new technologies. Additionally, the hotel’s legacy IT systems may require upgrades to support advanced AI features (Deloitte, 2023, p. 18).
Opportunities
There is growing demand for personalized, seamless, and technology‑enhanced guest experiences. Birmingham’s expanding events and tourism sector provides opportunities to attract new markets. Partnerships with local technology firms and sustainability organizations can support the development and implementation of Stay Smart+ (West Midlands Growth Company, 2023, p. 7).
Threats
Competition from nearby hotels such as the NEC‑linked Crowne Plaza and Genting Hotel poses a threat. Economic uncertainty, inflation, and fluctuating travel demand may affect guest spending. Cybersecurity risks associated with AI and data‑driven services also present significant challenges (Accenture, 2023, p. 22).
2.2 PESTLE Analysis
PESTLE analysis examines the Political, Economic, Social, Technological, Legal, and Environmental factors that influence or impact stakeholders and their relationship with a project or organization.
Political
UK hospitality operations are influenced by government regulations on data protection (GDPR), employment law, and sustainability standards. Local council policies on environmental performance and tourism development also affect hotel operations (Birmingham City Council, 2023, p. 11).
Economic
Inflation, rising energy costs, and fluctuating business‑travel demand impact profitability. However, Birmingham’s strong events sector and proximity to the NEC provide stable demand for conference‑related stays (PwC, 2022, p. 9).
Social
Guests increasingly expect personalized, contactless, and eco‑friendly services. Birmingham’s cultural diversity requires inclusive service design and culturally sensitive communication (UNWTO, 2023, p. 15).
Technological
Rapid advancements in AI, automation, and IoT create opportunities for innovation. However, implementation requires investment in cybersecurity, staff training, and system integration (McKinsey, 2022, p. 27).
Legal
GDPR compliance is essential for AI‑driven guest data processing. Employment regulations influence staff training and operational changes (CIPD, 2022, p. 6).
Environmental
Hilton’s global sustainability strategy, “Travel with Purpose,” aligns with Birmingham’s green‑city initiatives. Stay Smart+ supports energy efficiency and reduced waste (Hilton, 2022, p. 41).
2.3 SMART Objectives for Stay Smart+
· Implement Stay Smart+ at Hilton Birmingham Metropole as a pilot project.
· Increase guest satisfaction scores by 15% within 12 months.
· Supported by Hilton’s digital infrastructure and vendor partnerships.
· Aligns with Hilton’s innovation and sustainability strategies.
· complete rollout within six months.
 STAKEHOLDER IDENTIFICATION 
The successful design, launch, and adoption of Stay Smart+ at Hilton Birmingham Metropole depend on the involvement of a wide range of internal and external stakeholders. Stakeholder theory emphasizes that organizations must consider all groups who can affect or are affected by a project (Freeman, 1984, p. 56). In the context of a global hospitality service launch, stakeholders influence strategic alignment, operational readiness, technological integration, and customer acceptance. Identifying and categorizing these stakeholders is therefore essential for effective engagement and project success.
3.1 Internal Stakeholders
General Manager (GM): The GM provides strategic oversight, ensures alignment with Hilton’s corporate objectives, and approves resource allocation. Their support is crucial for organizational buy‑in and project legitimacy (Mitchell, Agle & Wood, 1997, p. 869).
Operations Director: Responsible for coordinating hotel operations, ensuring that Stay Smart+ integrates smoothly into daily workflows, and managing operational risks. They hold high power and high interest in the project.
IT & Digital Transformation Team
This team oversees the installation, integration, and maintenance of AI‑driven tools. They ensure cybersecurity compliance and system reliability, which is essential given the data‑intensive nature of AI (McKinsey, 2022, p. 27).
Front Office Staff (Reception, Concierge)
These employees interact directly with guests and will use Stay Smart+ tools daily. Their acceptance and competence are critical for guest satisfaction (CIPD, 2022, p. 6).
Housekeeping & Facilities Management
Responsible for implementing sustainability‑focused amenities such as smart‑energy rooms and eco‑friendly guest options. Their role supports Hilton’s “Travel with Purpose” strategy (Hilton, 2022, p. 41).
Sales & Marketing Department
This team promotes Stay Smart+ to guests, corporate clients, and event organizers. They shape guest perceptions and influence adoption rates (Deloitte, 2023, p. 18).
HR & Training Department
Responsible for staff training, change management, and ensuring employees are confident using new technologies. HR plays a key role in reducing resistance to change (Kotter, 2012, p. 44).
Finance Department
Oversees budgeting, cost control, and financial evaluation of the project. Their involvement ensures financial viability and ROI.
Hilton Corporate (Global & EMEA Divisions)
Provides strategic direction, brand standards, and technical support. Corporate approval is required for global rollout (Hilton, 2023, p. 14).
3.2 External Stakeholders
Hotel Guests
Guests are the primary users of Stay Smart+. Their expectations, feedback, and satisfaction determine the project’s success. Guest‑centric design is essential in hospitality innovation (UNWTO, 2023, p. 15).
Technology Vendors
AI software providers, hardware suppliers, and cybersecurity partners support the technical implementation of Stay Smart+. Their reliability and expertise are essential for system performance (Accenture, 2023, p. 22).
NEC Group
As a major events partner, the NEC influences guest demand and may integrate Stay Smart+ into conference packages.
Birmingham Airport
Airport partnerships can support personalized travel planning features within Stay Smart+.
Local Authorities (Birmingham City Council)
Regulatory compliance, sustainability requirements, and tourism policies influence the project (Birmingham City Council, 2023, p. 11).
Online Travel Agencies (OTAs)
Platforms such as Booking.com and Expedia influence guest expectations and marketing visibility (Booking.com, 2023, p. 4).
Investors & Property Owners
They require assurance that the project will generate financial returns and enhance asset value (PwC, 2022, p. 9).
Local Community & Environmental Groups
These stakeholders influence sustainability perceptions and community relations.
4. ROLES, RESPONSIBILITIES, BENEFITS & CHALLENGES
Understanding stakeholder roles and responsibilities helps ensure accountability and alignment. Mitchell, Agle and Wood’s (1997, p. 869) salience model highlights that stakeholders differ in power, legitimacy, and urgency, which affects their influence on the project.
4.1 Internal Stakeholders
General Manager
· Role: Provides strategic leadership and ensures alignment with Hilton’s corporate strategy. 
· Benefits: Enhances hotel competitiveness and guest satisfaction.
·  Challenges: Balancing operational demands with innovation adoption.
Operations Director
· Role: Oversees operational integration of Stay Smart+. 
· Benefits: Improved efficiency and service consistency.
·  Challenges: Managing staff resistance and workflow disruptions.
IT & Digital Transformation Team
· Role: Implements AI systems, ensure cybersecurity, and maintains system performance.
·  Benefits: Strengthens digital capabilities and reduces manual workload. 
· Challenges: Cybersecurity threats and system integration complexity (McKinsey, 2022, p. 27).
Front Office Staff
· Role: Use Stay Smart+ tools to deliver personalized guest services. 
· Benefits: Enhanced efficiency and reduced administrative tasks. 
· Challenges: Training needs, fear of job displacement, and adapting to new technology (CIPD, 2022, p. 6).
Housekeeping & Facilities
· Role: Implement sustainability features such as smart‑energy rooms. 
· Benefits: Reduced energy costs and improved environmental performance. 
· Challenges: Increased workload during transition and need for new skills.
Sales & Marketing
· Role: Promote Stay Smart+ and communicate its value to guests. 
· Benefits: Increased bookings and improved brand image. 
· Challenges: Communicating complex AI features clearly (Deloitte, 2023, p. 18).
HR & Training
· Role: Deliver training programmers and manage change. 
· Benefits: Improved staff competence and morale. 
· Challenges: Time constraints and training costs (Kotter, 2012, p. 44).
Finance Department
Role: Budgeting, cost analysis, and financial reporting. Benefits: Ensures financial viability. Challenges: Managing high upfront investment.
Hilton Corporate
· Role: Provides strategic direction and ensures brand consistency. 
· Benefits: Supports global scalability.
·  Challenges: Balancing global standards with local needs (Hilton, 2023, p. 14).
External Stakeholders
Guests
· Role: End‑users of Stay Smart+. 
· Benefits: Personalized, seamless, and sustainable experiences. 
· Challenges: Privacy concerns and varying digital literacy (UNWTO, 2023, p. 15).
Technology Vendors
Role: Provide AI tools and technical support. Benefits: Innovation and system reliability. Challenges: Ensuring compliance with Hilton’s global standards (Accenture, 2023, p. 22).
Local Authorities
Role: Regulate data protection, sustainability, and safety. Benefits: Ensures legal compliance. Challenges: Navigating complex regulations (Birmingham City Council, 2023, p. 11).
NEC Group & Airport Partners
Role: Support integrated travel and event services. Benefits: Enhanced guest convenience. Challenges: Coordination across organizations.
Investors
Role: Provide financial oversight. Benefits: Increased asset value. Challenges: Risk of uncertain ROI (PwC, 2022, p. 9).
5. RACI MATRIX .1
Table x: 
	Stakeholder
	Responsible 
     ( R)
	Accountable
         ( A)
	Consulted 
        (C)
	Informed 
       ( I)

	Project manager
	     R
	           A
	          C
	         I

	General
	
	           A
	C
	C

	Manager 
	R
	A
	C
	I

	Operations
	R
	A
	C
	I

	Directors
	R
	A
	C
	I

	IT Team
	R
	A
	C
	I

	Front Office
	R
	A
	C
	I



	Staff
	R
	A
	C
	I

	HR& Training
	R
	A
	C
	I

	Marketing
	R
	A 
	C
	I

	Technology 
	R
	
	C
	I

	Vendors
	
	
	C
	I

	Guests
	
	A
	C
	I

	Local 
	
	A
	C
	I

	Authority
	
	
	C
	I



The RACI matrix clarifies responsibilities, reduces ambiguity, and supports effective project governance (PMI, 2021, p. 52).
 ENGAGEMENT FRAMEWORKS, MODELS AND THEORIES 
Effective stakeholder engagement is essential for the successful rollout of Stay Smart+ at Hilton Birmingham Metropole. Engagement frameworks such as Mendelow’s Matrix, stakeholder engagement planning, communication planning, and the RACI matrix provide structured approaches to managing diverse stakeholder needs. These frameworks help the Project Manager priorities stakeholders, allocate resources, and maintain alignment throughout the project lifecycle. As Freeman (1984, p. 56) argues, organizations must strategically manage relationships with all stakeholders to ensure project success.
6.1 Mendelow’s Power–Interest Matrix
Mendelow’s Matrix (1991) categorizes stakeholders based on their level of power and interest in the project. This tool helps determine the appropriate engagement strategy for each group.
High Power / High Interest — Manage Closely
· General Manager
· Operations Director
· IT & Digital Transformation Team
· Hilton Corporate (Global & EMEA)
These stakeholders have significant influence over the project’s success and require continuous involvement. According to Johnson, Scholes and Whittington (2017, p. 112), high‑power stakeholders must be actively managed to prevent resistance and ensure strategic alignment.
High Power / Low Interest — Keep Satisfied
· Investors and property owners
· Local authorities
· NEC Group
These stakeholders may not be involved in day‑to‑day operations but must be kept satisfied to avoid potential barriers.
Low Power / High Interest — Keep Informed
· Front office staff
· Housekeeping
· HR & Training
· Guests
These groups are highly affected by the project and require regular updates and training. Keeping them informed reduces uncertainty and resistance (Kotter, 2012, p. 44).
Low Power / Low Interest — Monitor
· Local community groups
· Environmental organizations
These stakeholders have limited influence but may become more important if sustainability issues arise.
Using Mendelow’s Matrix ensures that engagement efforts are targeted and efficient, preventing resource waste and ensuring that high‑priority stakeholders receive appropriate attention.
6.2 Stakeholder Engagement Plan
A stakeholder engagement plan outlines how each stakeholder group will be involved throughout the project lifecycle. Bourne (2015, p. 73) argues that engagement planning enhances trust, reduces conflict, and supports long‑term commitment.
Key Components of the Engagement Plan
1. Stakeholder Identification
Completed in Part 2.
2. Stakeholder Prioritization
Based on Mendelow’s Matrix.
3. Engagement Objectives
· Ensure stakeholder alignment with Stay Smart+ goals
· Promote collaboration across departments
· Reduce resistance to technological change
· Support training and capability development
4. Engagement Methods
· Workshops and training sessions
· Regular project meetings
· Pilot testing with staff and guests
· Feedback surveys
· Cross‑functional working groups
5. Engagement Frequency
· Weekly: IT team, Operations Director
· Bi‑weekly: Front office, HR, Marketing
· Monthly: Hilton Corporate, investors
· Quarterly: Local authorities, NEC Group
6. Success Indicators
· Stakeholder satisfaction
· Reduced resistance
· Improved staff competence
· Positive guest feedback
This structured approach ensures that engagement is proactive rather than reactive, reducing the likelihood of conflict and misalignment.
6.3 Communication Plan
Communication is central to stakeholder engagement. According to the Project Management Institute (PMI, 2021, p. 52), effective communication accounts for over half of project success. For Stay Smart+, communication must be clear, consistent, and tailored to each stakeholder group.
Communication Objectives
· Ensure transparency throughout the project
· Build trust and reduce uncertainty
· Provide timely updates on progress
· Encourage feedback and participation
Communication Channels
· Email newsletters
· Project dashboards
· Team meetings
· Training workshops
· Hilton’s internal communication platform
· Guest‑facing digital channels (app notifications, website updates)
Communication Plan Table

	Stakeholder Group
	Information required
	Communication Method
	Frequency
	Owner

	General Manager-
	Project progress, risk
	Executive briefing 
	weekly
	Project manager

	Operations director-
	Operational updates
	meetings
	Weekly 
	PM

	IT Team-
	Technical requirements
	Technical workshops
	weekly
	PM/ IT Lead

	Front office staff-
	Training updates
	Workshops, emails
	Bi-weekly
	HR/ PM

	Guests
	Service features
	App notifications, website
	At launch
	Marketing 

	Local authorities 
	Compliance update
	Report
	Quarterly
	GM

	Investors
	Financial performance
	Reports, presentations
	Quarterly 
	Finance 


This communication plan ensures that all stakeholders receive the right information at the right time, reducing confusion and supporting project alignment.
7. STAKEHOLDER MATRIX 
The stakeholder matrix visually maps stakeholders based on their power and interest, supporting strategic engagement decisions. This tool is essential for prioritising engagement efforts and ensuring that resources are allocated effectively (Bryson, 2018, p. 321).

	Power
	Investors
	Stakeholders
	Engagement strategy 

	High
	High
	GM, Operations director, IT team, Hilton corporative 
	Manage closely 

	High
	Low
	Investors, local Authorities, NEC Group
	Keep satisfied

	Low 
	High
	Front office, housekeeping, HR, guests
	Keep informed

	High
	Low
	Community groups, environmental NGOs
	Monitor 


This matrix supports the Project Manager in allocating resources effectively. High‑power stakeholders require intensive engagement, while low‑power groups can be monitored with minimal effort. This aligns with Freeman’s (1984, p. 56) argument that stakeholder influence varies and must be managed strategically.
 ENGAGEMENT PLAN 
The engagement plan outlines how stakeholders will be involved throughout the Stay Smart+ project lifecycle.
Engagement Activities
· Kick‑off meetings with senior leadership to align strategic objectives
· Cross‑functional workshops to gather requirements and address concerns
· Pilot testing with front office staff and selected guests
· Training programmer delivered by HR and IT
· Feedback loops through surveys and focus groups
· Regular progress updates via dashboards and meetings
Engagement Outcomes
· Improved stakeholder understanding of Stay Smart+
· Reduced resistance to technological change
· Enhanced collaboration across departments
· Increased staff confidence in using AI tools
· Stronger alignment with Hilton’s sustainability goals
This engagement plan supports the development of a collaborative culture, which is essential for successful digital transformation (Kotter, 2012, p. 44).
9. COMMUNICATION PLAN 
The communication plan ensures that stakeholders receive timely, relevant, and accurate information. It includes:
· Weekly updates for high‑power stakeholders
· Bi‑weekly training and updates for operational staff
· Monthly reports for corporate teams
· Quarterly compliance updates for local authorities
· Guest‑facing communication at launch through the Hilton Honors app, website, and digital signage
Effective communication reduces uncertainty, builds trust, and supports stakeholder commitment (PMI, 2021, p. 52).

10. STAKEHOLDER ENGAGEMENT USING THE 4Cs MODEL 
The successful rollout of Stay Smart+ at Hilton Birmingham Metropole requires a structured and strategic approach to stakeholder engagement. The 4Cs model—Communication, Collaboration, Consultation, and Commitment—provides a comprehensive framework for managing diverse stakeholder expectations, reducing conflict, and ensuring alignment throughout the project lifecycle. As Project Manager, applying the 4Cs model ensures that stakeholders remain informed, involved, and motivated to support the project (Bourne, 2015, p. 73).
Communication
Communication is the foundation of effective stakeholder engagement. According to the Project Management Institute (PMI, 2021, p. 52), poor communication is responsible for more than half of project failures. For Stay Smart+, communication must be clear, consistent, and tailored to each stakeholder group.
Communication Strategies
· Weekly briefings with the General Manager and Operations Director to provide updates on progress, risks, and resource needs.
· Technical workshops with the IT team to ensure clarity on system requirements, cybersecurity protocols, and integration timelines.
· Training sessions for front‑line staff to build confidence in using AI tools and addressing guest queries.
· Guest‑facing communication through the Hilton Honors app, website updates, and digital signage to introduce Stay Smart+ features.
· Corporate reporting to Hilton’s EMEA division to ensure alignment with global brand standards.
Benefits
· Reduces uncertainty and resistance
· Builds trust and transparency
· Ensures stakeholders understand their roles
Challenges
· Information overload
· Miscommunication across departments
· Cultural differences in international markets
To mitigate these challenges, communication must be concise, relevant, and supported by visual dashboards and feedback mechanisms.
Collaboration
Collaboration ensures that stakeholders work together toward shared goals. Hilton Birmingham Metropole’s large operational structure requires cross‑departmental cooperation to integrate Stay Smart+ effectively.
Collaborative Approaches
· Cross‑functional project teams involving IT, operations, HR, and marketing
· Joint workshops with technology vendors to co‑design AI features
· Pilot testing involving front‑line staff and selected guests
· Partnership meetings with NEC Group and Birmingham Airport to integrate travel‑planning features
Benefits
· Encourages innovation
· Improves problem‑solving
· Strengthens relationships between departments
Challenges
· Conflicting priorities
· Power imbalances
· Time constraints
Using collaborative tools such as shared project dashboards and regular team huddles helps maintain alignment.
 Consultation
Consultation ensures that stakeholders’ views are considered in decision‑making. Freeman (1984, p. 56) emphasizes that listening to stakeholders builds legitimacy and trust.
Consultation Methods
· Staff surveys to gather feedback on training needs and system usability
· Guest focus groups to test AI features and sustainability amenities
· Regulatory consultations with Birmingham City Council to ensure compliance
· Vendor consultations to refine technical specifications
Benefits
· Enhances stakeholder satisfaction
· Identifies risks early
· Supports culturally sensitive implementation
Challenges
· Conflicting feedback
· Consultation fatigue
· Slow decision‑making
To address these challenges, consultation should be structured, time‑bound, and supported by clear decision‑making criteria.
10.4 Commitment
Commitment ensures long‑term stakeholder support. According to Kotter (2012, p. 44), commitment is essential for sustaining organizational change.
Commitment‑Building Strategies
· Recognition programmers for staff who champion Stay Smart+
· Clear incentives linked to performance and guest satisfaction
· Ongoing training to build digital confidence
· Transparent reporting on project outcomes
· Embedding Stay Smart+ into Hilton’s service culture
Benefits
· Sustains momentum
· Reduces resistance
· Enhances adoption rates
Challenges
· Staff turnover
· Competing organizational priorities
· Resource limitations
Commitment is strengthened when stakeholders feel valued, informed, and supported throughout the project.
10.5 Conflict Management
Conflict is inevitable in large‑scale digital transformation projects. The Thomas‑Kilmann Conflict Mode Instrument (TKI) identifies five conflict‑management styles: competing, collaborating, compromising, avoiding, and accommodating (Thomas & Kilmann, 1974, p. 3).
Conflict Sources in StaySmart+
· Staff resistance to AI tools
· Concerns about job security
· Misalignment between corporate and local priorities
· Vendor disagreements on technical specifications
· Budget constraints
Conflict‑Management Strategies
· Collaborating to find win‑win solutions (e.g., co‑designing workflows with staff)
· Compromising when timelines or budgets require flexibility
· Accommodating when stakeholder concerns are minor but emotionally significant
· Competing only when compliance or safety is at risk
· Avoiding low‑impact conflicts to maintain focus
As Project Manager, using emotional intelligence, active listening, and transparent communication helps de‑escalate conflict and maintain stakeholder trust.
11. IMPACT OF STAKEHOLDER ENGAGEMENT ON BUSINESS PERFORMANCE 
Effective stakeholder engagement has a significant impact on Hilton Birmingham Metropole’s business performance. Engaging stakeholders throughout the StaySmart+ project enhances operational efficiency, guest satisfaction, innovation capability, and financial performance.
 Improved Guest Satisfaction
Engaged staff deliver better service. When front‑line employees understand and support StaySmart+, guests experience smoother check‑ins, personalised recommendations, and eco‑friendly amenities. This leads to higher satisfaction scores and repeat bookings (Booking.com, 2023, p. 4).
Enhanced Operational Efficiency
Collaboration between IT, operations, and housekeeping improves workflow integration. AI tools reduce manual tasks, allowing staff to focus on high‑value guest interactions. This increases productivity and reduces operational costs (McKinsey, 2022, p. 27).
 Stronger Innovation Capability
Stakeholder consultation encourages creativity and continuous improvement. Feedback from guests and staff helps refine AI features, making StaySmart+ more competitive in global markets (Accenture, 2023, p. 22).
Financial Performance
Satisfied guests spend more, return more often, and leave positive reviews. Investors gain confidence in the hotel’s ability to innovate, increasing long‑term asset value (PwC, 2022, p. 9).
11.5 Reputation and Brand Strength
Successful implementation strengthens Hilton’s reputation as a leader in digital hospitality. This enhances brand loyalty and attracts new markets, including tech‑savvy travellers and sustainability‑conscious guests (Hilton, 2022, p. 41).
12. RECOMMENDATIONS 
Based on the analysis, the following recommendations are proposed:
Strengthen Digital Training Programmed
Provide continuous training to ensure staff feel confident using AI tools. Introduce digital ambassadors to support colleagues (CIPD, 2022, p. 6).
 Enhance Cross‑Cultural Communication
As StaySmart+ rolls out globally, adapt communication styles to local cultural norms. Provide multilingual training materials (UNWTO, 2023, p. 15).
Establish Long‑Term Vendor Partnerships
Collaborate with technology providers to ensure system reliability, cybersecurity, and ongoing innovation (Accenture, 2023, p. 22).
 Implement Continuous Feedback Loops
Use surveys, focus groups, and analytics to monitor performance and identify improvement areas (Bryson, 2018, p. 321).
Strengthen Sustainability Integration
Partner with environmental organizations to enhance eco‑friendly amenities and communicate sustainability benefits to guests (Birmingham City Council, 2023, p. 11).
 Develop a Global Stakeholder Engagement Framework
Standardized engagement processes across Hilton’s international properties while allowing local adaptation (Hilton, 2023, p. 14).
13. CONCLUSION
The Stay Smart+ project represents a significant opportunity for Hilton Birmingham Metropole to enhance guest experience, operational efficiency, and brand differentiation. Effective stakeholder engagement is essential for the successful design, launch, and adoption of this innovative service. By applying stakeholder theory, engagement frameworks, and the 4Cs model, the Project Manager can ensure that stakeholders remain informed, involved, and committed throughout the project lifecycle.
The analysis demonstrates that stakeholder engagement positively impacts business performance by improving guest satisfaction, strengthening operational processes, and enhancing financial outcomes. However, challenges such as staff resistance, technological complexity, and regulatory compliance must be managed proactively through clear communication, collaboration, consultation, and commitment.
The recommendations provided—focused on training, communication, sustainability, and continuous improvement—offer a strategic pathway for Hilton to strengthen stakeholder engagement and support the global rollout of Stay Smart+. Ultimately, the success of the project depends on Hilton’s ability to build trust, foster collaboration, and create a culture that embraces innovation and digital transformation.
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