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[bookmark: _Toc224367793]a. Introduction to the Company
Marriott International is a leading global hospitality company, headquartered in Bethesda, Maryland, USA, with operations spanning 144 countries and territories. By the end of 2024, Marriott operated 9,361 hotels and 1.7 million rooms under 30 distinct brands, including Ritz-Carlton, JW Marriott, Sheraton and Courtyard by Marriott (Marriott International, 2025a). The company conducts its business basically in the form of a franchise, which is augmented by direct control of own operated properties, and this enables the company to have both the advantages of a global business and flexibility in operations locally.
The operational practices of Marriott include hotel management, brand development, customer reward programs, and online innovations, such as mobile check-in and contactless services, AI-based personalization systems. Its sustainability, corporate social responsibility and ESG agenda are also quite pronounced, as the company bases its environmental, social and governance policies on its Serve 360 framework, spreading priorities across the properties all over the world (Marriott International, 2023).
Having a broad global presence and the developed system of loyalty, Marriott can use its experience in operations, technological strengths, and its brand name as a source of strategic service innovation. Its size, development roadmap and maturity in global name gives it a good platform to initiate transformative projects like the StaySmart+ project to increase its customer experience, operational performance and sustainability performance.
[bookmark: _Toc224367794]b. Project Outline: StaySmart+
StaySmart+ project is a strategic move by Marriott International to improve its premium guest experience by integrating AI-based services, customised travel itinerary, and amenities that are sustainable in nature. The project will support the increasing need in the convenience, digital-based interaction, and environmentally friendly hospitality, as well as brand differentiation of Marriott in competitive markets across the globe (Dang and Nguyen, 2023; Huang et al., 2024).
StaySmart+ combines AI-based check-in, concierge services, and dynamic recommendations based on preferences of guests, and guarantees an online experience which is fluid and personalised. The sustainability aspects include energy-efficient room controls, green amenities, and green loyalty reinforce the Serve 360 ESG commitments of Marriott and address changing expectations of guests (Marriott International, 2023; Zahidi, Kaluvilla and Mulla, 2024).
The implementation can be completed within a six-month period, and the initial pilot properties will undergo integration of technology, feasibility of operation, and acceptance of guests. The organized stakeholder engagement strategy will provide the coordination between top management, hotel management, IT teams, frontline staff, and external partners. This encompasses lifelong consultation, training, feedback, and AI and data privacy ethical governance (Eskerod and Ang, 2017; Shuqair et al., 2024).
More importantly, the performance of StaySmart+ does not only hinge on the implementation of the technology but proper stakeholder management since the adoption risk does not cut across markets because of cultural, regulatory and operational differences (Mitchell, Agle and Wood, 1997). Thus, both operational and long-term competitive advantage require stakeholder-centric planning.
[bookmark: _Toc224367795]c. Situational Analysis of the Company and Project
The Marriott international is well placed to introduce stay smart + since it has the size, asset-light business model and international exposure that provides it with an advantage of operation and market learning. By the end of 2024, Marriott will have 9,361 properties and 1.7 million rooms in 144 countries and territories, and the large development pipeline shows the momentum of the brand and its ability to implement it (Marriott International, 2025a). In the SWOT analysis, the core strengths of the project include the worldwide brand reputation of Marriott, its well-developed loyalty platform, international experience of operating in different countries, and the development of sustainability platform with the help of Serve 360. Nevertheless, the weaknesses are still substantial: the implementation is based on the integration of a complex technology, the professional development of the staff, and the ability to provide consistent services in the markets of different cultures. These internal limitations are relevant since the willingness of the stakeholders might decline when the staff members believe that AI is taking over the human service, or when the owners and management consider the project expensive and disruptive to operations (Zahidi, Kaluvilla and Mulla, 2024; Marriott International, 2024). 
PESTLE analysis also demonstrates why the external environment makes the stakeholder engagement complex. In the political and legal arena, Marriot will have to deal with various labor regulations, data protection frameworks, and consumer protection policies in different markets, particularly where personalisation is based on AI and uses guest information. Premium service innovation can enhance competitive differentiation (economically), yet budget constraints make owners and local operators risky about training and technology investment. Socially, the guests are putting more demands on convenience, personalisation and sustainability, but still, hospitality is about the human touch i.e., adoption of AI is not uniform among customers and employees. The AI has the capability of enhancing responsiveness, efficiency and co-created guest value, but perceived usefulness, enjoyment, trust, and data security are vital to its success. Sustainability-focused amenities are environmentally aligned with the market needs and the ESG promises of Marriott, but also increase the expectations associated with a true delivery, not superficial branding (Dang and Nguyen, 2023; Huang et al., 2024; Huang, Ozturk, Zhang, de la Mora Velasco and Haney, 2024). 
The SMART objectives of the project should be, therefore, to implement StaySmart+ in a sample of pilot hotels in the upcoming six months; to obtain at least 85% staff training achievement prior to launching; to increase the scores of guest satisfaction by 10% within six months of launching; and to be able to comply with the corresponding privacy and sustainability requirements in every launch market. The situational analysis indicates that Marriott has a high strategic capability, whereas the level of stakeholder engagement will be decisive due to the risk variables of adoption being influenced not only by the readiness inside, but also by the legal and cultural and ethical diversity of the local and international settings (Marriott International, 2025b; Ferreira and Kastenholz, 2025).

[bookmark: _Toc224367796]d. Key Stakeholders: Identification, Roles and Importance
In the case of StaySmart+, the stakeholder analysis can no longer be a descriptive list as the project entails technological change, redesign of the service, sustainability expectations and implementation across the borders. By a stakeholder theory, organisations do not only generate value to the shareholders but also various groups whose assistance influences the success of the project (Freeman, 1984). This is acuted in project environments whereby the stakeholder salience theory proposes that stakeholders vary based on power, legitimacy and urgency implying that managers should focus on the engagement and not all the parties equally (Mitchell, Agle and Wood, 1997).
Table 1: Stakeholder overview for StaySmart+
	Stakeholder group
	Category
	Main role in StaySmart+
	Main benefit brought
	Main challenge / tension

	Senior management
	Internal
	Strategic approval, budget, governance
	Authority, resources, strategic direction
	May prioritise speed and ROI over readiness

	Project manager
	Internal
	Coordination, risk, communication, delivery
	Alignment across functions and markets
	Must balance conflicting stakeholder expectations

	Hotel general managers
	Internal
	Local implementation and operational control
	Local market knowledge, execution capacity
	Pressure between global standards and local realities

	Operations teams
	Internal
	Service integration into hotel processes
	Practical feasibility and continuity
	Service disruption during transition

	IT and digital teams
	Internal
	System integration, cybersecurity, data flow
	Technical reliability and innovation
	Complexity, downtime, data risks

	HR and training teams
	Internal
	Capability building and change support
	Staff readiness and adoption
	Training burden, change resistance

	Marketing and sales
	Internal
	Positioning, communication, revenue support
	Customer uptake and brand differentiation
	Risk of overpromising service capability

	Frontline employees
	Internal
	Direct delivery of guest experience
	Service quality, feedback, trust-building
	Fear of AI substitution or surveillance

	Guests / customers
	External
	Adoption, feedback, repeat purchase
	Revenue, service validation, reputation
	Privacy concerns, preference for human contact

	Technology vendors
	External
	AI tools, support, maintenance
	Specialist expertise and innovation
	Vendor dependence and integration risk

	Investors / shareholders
	External
	Capital confidence and performance expectations
	Financial legitimacy and oversight
	Focus on short-term returns

	Regulators
	External
	Compliance oversight
	Legitimacy, legal risk reduction
	Different rules across markets may slow rollout

	Local communities
	External
	Social legitimacy and place-based support
	Reputation and social acceptance
	Suspicion if benefits are not locally shared

	Sustainability suppliers
	External
	Eco-amenities and responsible sourcing
	ESG credibility and resource efficiency
	Cost, supply consistency, verification

	Travel partners / agencies
	External
	Distribution and destination linkage
	Market reach and co-promotion
	Misalignment with Marriott’s direct digital strategy



The highest-salience stakeholders are internal to the project and are the senior management and the project manager since they have decisive authority and control over resources. Top management is important in approving the implementation of the StaySmart+, budgets, and aligning the project with the strategic objectives of Marriott. Their priorities such as speed, brand differentiation and return on investment is however likely to conflict with the interests of the operational stakeholders who tend to focus on feasibility, workload and service continuity. The literature on project stakeholder management emphasizes that influential participants can speed up the workflow but may be at risk of suffocating the premature implementation in case of over-top-down engagement (Bourne, 2015; Eskerod and Ang, 2017).
Hotel general managers and operations teams are required to translate the corporate strategy into local implementation. Their knowledge on the occupancy patterns, the staffing capacity and guest expectations make the implementation to be in line with market realities. However, their interests can differ in different places: flagship properties can stimulate fast innovation, but the other locations might focus on the stability of operations, which shows that the priorities of the stakeholders are situational and location-specific, especially with international projects (Aaltonen and Kujala, 2016).
IT and digital units play a crucial role in the interaction of AI-driven guests, personalised recommendations and service integration based on data. As much as they achieve innovation and reliability due to their technical competency, non-alignment with the operational processes can compromise efficiency. Research indicates that the adoption of AI leads to increased responsiveness and personalisation, although not all technology but perceived trust, usability, and system compatibility are the reasons behind successful adoption (Zahidi, Kaluvilla and Mulla, 2024).
The HR, training teams, and front-line staff are instrumental in integrating the culture of StaySmart+ at the frontline levels. Employees can affect the experience of the guests and operational feedback but they can be resistant to AI when it is seen as a spy or as something that is threatening their employment. It is insinuated that acceptance by the employees depends on support, role clarity, and fairness (Turčinović, Vujko and Mirčetić, 2025). On the outside, the legitimacy of the project depends on the adoption and loyalty of the guests, although the problem of privacy and the feeling of impersonality can hinder it (Shuqair et al., 2024). Regulators and technology vendors are also germane: technology vendors offer specialised features but introduce the dependency risk, whereas regulators guarantee the legal compliance in various jurisdictions. The role of franchisees, investors, and sustainability partners is another reason why rollout is feasible and governance and brand credibility are promoted (Marriott International, 2023).
The best framework to use in StaySmart+ is that which integrates the stakeholder theory, prioritisation, role clarity and structured communication. The stakeholder theory is pertinent because the success of the project is pegged on creating a balance between the interests of the guests, employees, owners, investors, regulators, and technology partners instead of favoring one group of stakeholders over the others. Freeman (1984) holds that organisations can be able to perform well through managing relationships with all stakeholders that may influence or be influenced by strategic decisions. This is extremely relevant in the case of Marriott as the StaySmart+ is a combination of AI-enhanced service, eco-friendliness, and global deployment, which creates rival demands concerning speed, service quality, privacy, cost, and compliance.
One measure of how to prioritise these interests practically is The Power-Interest Matrix of Mendelow. This assists the project manager in determining where engagement intensity needs to be focused on. In the case of StaySmart +, senior leadership, hotel general managers, legal/compliance teams and key IT partners need to be approximately at the high power-high interest group and hence carefully handled. They exercise budget, operations, legal legitimacy and technical feasibility. Investors and regulators are in the high power-lower-day-to-day interest category, i.e. there should be satisfaction by aiming at reporting and assurances. Frontline employees, HR/training teams, and guests are highly interested but less formally empowered, and therefore should be informed and consulted as they will be the ones to approve of the services and customer experience. All the peripheral groups like some local tourism partners can be monitored unless their salience goes up. This reflects the wider argument that stakeholder power is dynamic and may shift during the project lifecycle, especially if service failure, data breaches, or reputational risks emerge (Mitchell, Agle and Wood, 1997; Bourne, 2015).
Figure 1: Mendelow’s Power–Interest Matrix for StaySmart+
[image: ]
Prioritisation alone is not sufficient, so a RACI matrix is also needed. This explains the Responsible, Accountable, Consulted and Informed Personnel in relation to technology integration, staff training, communicating with the guests, reviewing compliance, and launching pilots. As an illustration, overall coordination should be under the responsibility of the project manager, system delivery by IT teams, capability-building by the HR, privacy by the legal team, and the top leadership to be notified at milestone stages. Practically, this eliminates role ambiguity, duplication and accountability gaps, which are typical triggers of delay in complicated projects (Project Management Institute, 2021).




Table 2: RACI Structure for StaySmart+
	Activity
	PM
	IT
	HR
	Legal
	Hotel GM
	Marketing

	AI system integration
	A
	R
	I
	C
	C
	I

	Staff training
	A
	C
	R
	I
	C
	I

	Guest communication
	A
	I
	I
	C
	C
	R



Table 3. Stakeholder Engagement Plan
	Stakeholder
	Engagement Objective
	Engagement Method
	Frequency
	Expected Outcome

	Senior Leadership
	Align strategic priorities, secure approvals
	Strategic meetings, executive reports
	Bi-weekly
	Timely decision-making and resource allocation

	Hotel GMs
	Ensure local operational feasibility
	Workshops, operational briefings
	Monthly
	Smooth rollout and local adaptation

	IT / Digital Teams
	Align technology integration and AI readiness
	Cross-functional coordination meetings
	Weekly
	System reliability, reduced errors

	Legal / Compliance
	Ensure data protection and regulatory compliance
	Consultations, legal audits
	Pre-launch and quarterly
	Risk mitigation and compliance assurance

	Frontline Staff
	Foster adoption and reduce resistance
	Training, pilot participation, feedback sessions
	Monthly
	Improved service quality and engagement

	Guests / Customers
	Build trust and encourage adoption
	Surveys, focus groups, transparent AI messaging
	Pre-launch and post-launch
	Increased satisfaction and loyalty

	Investors / Shareholders
	Maintain confidence in ROI
	Reports, briefings
	Quarterly
	Financial transparency and support

	Sustainability Suppliers
	Support ESG objectives
	Collaboration meetings, performance reviews
	Bi-monthly
	Verified sustainability claims

	Local Communities / Tourism Partners
	Promote social legitimacy
	Community meetings, partnerships
	Ad hoc
	Positive local reputation and support


Engagement plan will mean that all the stakeholders are consulted at the appropriate time following the best practice. It also directly connects the engagement to project deliverables: adoption, compliance, and operational readiness. The strategy is dynamic as it acknowledges the possibility of change in the salience of the stakeholders throughout the six months’ rollout.




Table 4. Communication Plan
	Stakeholder
	Information Needs
	Channel / Format
	Responsibility
	Frequency

	Senior Leadership
	Strategic progress, risk updates
	Executive dashboards, email briefings
	Project Manager
	Bi-weekly

	Hotel GMs
	Operational plans, AI system updates
	Workshops, internal memos
	Project Manager
	Monthly

	IT Teams
	Technical specifications, issue resolutions
	Virtual meetings, project management platform
	IT Lead
	Weekly

	Legal / Compliance
	Regulatory updates, data protection guidance
	Reports, consultation sessions
	Legal Lead
	Pre-launch and quarterly

	Frontline Staff
	Training materials, practical guidance
	LMS, workshops, hands-on demos
	HR Lead
	Monthly

	Guests / Customers
	Service changes, AI and sustainability use
	Website updates, app notifications, newsletters
	Marketing Team
	Pre-launch and post-launch

	Investors / Shareholders
	ROI, financial performance
	Reports, investor meetings
	Finance Lead
	Quarterly

	Sustainability Suppliers
	Specifications, ESG reporting requirements
	Collaboration meetings
	ESG Lead
	Bi-monthly

	Local Communities / Tourism Partners
	Community benefits, partnership opportunities
	Public meetings, newsletters
	Community Engagement Lead
	Ad hoc


The communication plan ensures that content, medium, and frequency are matched with needs of the stakeholders. This will minimize misinformation, create trust, and give feedback in a timely manner. It adds to the engagement plan, operationalising interactions and forming measurable accountability. It also predicts possible cultural variations in the communication approach to foreign markets (Dang and Nguyen, 2023; Shuqair et al., 2024).
[bookmark: _Toc224367797]e. Critical Discussion of Stakeholder Engagement and Conflict Management
A successful stakeholder involvement during such complicated international implementation as StaySmart+ is not possible without a clearly designed process to manage the conflicting interests, expectations and the realities of operations. These dynamics can be managed through the 4C model Communication, Consultation, Collaboration and Commitment, which is the comprehensive model (Eskerod and Ang, 2017).
Figure 2. 4C Model Applied to StaySmart+ Stakeholder Engagement
[image: ]
Alignment and trust are built upon communication. As a project manager, I would make sure to have the right communication with the stakeholder groups in a clear, time-sensitive, and culturally sensitive manner. Top leadership will need strategic dashboards and progress reports whereas the frontline personnel will need operational briefings, documentation and practical instructions. Customers should be informed clearly about personalisation and sustainability capabilities in AI-enhanced hotel facilities, especially due to increasing privacy regulations and ethical demands in the hospitality industry (Olya et al., 2025; Huang et al., 2024). It has been shown that poor communication might create opposition, false information, and lack of participation, especially when the stakeholders do not feel transparency or equity (Bourne, 2015).
Consultation is the active seeking of the contribution of all the involved parties including staff, hotel managers, customers, legal teams, and technology vendors. This is a two-way process which enables identification of the local market subtleties and operational challenges which could otherwise unravel implementation. The studies prove that consultation enhances the quality of decisions, decreases resistance, and increases perceived legitimacy among stakeholders (Mitchell, Agle and Wood, 1997; Aaltonen and Kujala, 2016). Consultation, in the StaySmart+ case, helps prevent the risks of resistance of the frontline staff to the introduction of AI and legal compliance in various jurisdictions.
Co-creation and integrated service delivery requires collaboration. StaySmart+ is a blend of technology, service provision, sustainability, and international standard of operations which cross-functional collaboration is essential. The IT, HR, marketing, operations and local management coordination help in achieving common problem-solving, as well as synchronizing design, training, and deployment with the corporate strategy and local culture expectations (Ferreira and Kastenholz, 2025). Collaborative interaction also offers an opportunity to trade-off between the quickness of rollout and the quality of services, and between the global standardisation and local adjustment (Dang and Nguyen, 2023).
Commitment will be used to ensure that engagement of the stakeholders is not just a procedural compliance but actual support. The commitment is strengthened with the help of the clearly defined roles, the common set of the KPIs, the appreciation of the achieved results, training, and the observability of the project benefits (Ashcroft, 2017; Christopher, Payne and Ballantyne, 2013). Unless they are committed to it, the stakeholders might perform half-heartedly, compromising the success of the project in the long run.
There is bound to be clashes in the stakeholder engagement. The likely tensions in StaySmart+ are senior management focusing on fast deployment, and staff requiring time to prepare, customer demands of convenience, ethical privacy considerations, international standardisation, and local cultural adjustment, sustainability goals, and economic pressures, and technical concerns of vendors, and practical issues of operations. Terror can be addressed by engaging early, negotiating, role definition, common KPIs, feedback, and escalation processes (Bourne, 2015; Eskerod and Ang, 2017). As an illustration, participants in workshops can be used to bring operational and technological priorities into alignment, whereas pilot testing can be used to match expectations between guests and frontline employees. Critically, engagement is not inherently positive: power imbalances, competing priorities, and cultural differences mean that even well-designed strategies require ongoing adaptation and monitoring (Mitchell, Agle and Wood, 1997; Huang et al., 2024).
[bookmark: _Toc224367798]f. Evaluation of the Impact of Stakeholder Engagement on Business Performance
The performance and strategic success of the StaySmart+ project of Marriott heavily depend on stakeholder engagement. The efficiency of operations, adoption of services, and customer satisfaction are the mission pillars of the competitive strategy at Marriott, and they are directly affected by the success of effective engagement (Freeman, 1984; Aaltonen and Kujala, 2016). When internal stakeholders (senior management, the general managers of the hotels, the IT teams and the front-line employees) are actively consulted and engaged in the implementation process, the chances of a smooth implementation increase. Indicatively, proper assignment of roles via RACI matrices and formalized communication decreases ambiguity and improves accountability and quicker decision-making (Eskerod and Ang, 2017; Project Management Institute, 2021).
On the outside, inviting visitors, authorities, and distributors will make sure that services are within the expectations, do not break the local laws, and are sustainable. According to the research, the guest-oriented interaction, such as openness in AI communication and feedback, positively influences perceived value and loyalty, and decreases the possible resistance to technology-powered services (Shuqair et al., 2024; Huang et al., 2024). On a similar note, an early interaction with regulators and suppliers of sustainability reduces the legal and operational risks, which protect reputation and brand equity (Marriott International, 2023; Olya, Taheri and Farmaki, 2025).
On the contrary, poor engagement may bring about misalignment and performance risks. The workers might be unwilling to adopt AI when there are no adequate training and consultation, which translates to poor delivery of services. The guests might feel that personalisation is encroaching on them, which decreases satisfaction and trust. Unmanaged investor or regulatory anticipations may produce both financial or compliance pressures, whereas a less engaged operations team could undermine a worldwide rollout consistency (Turčinović, Vujko and Mirčetić, 2025).
More importantly, stakeholder engagement has not been all positive: it must be carefully balanced in terms of power, legitimacy and urgency to strike the right balance between the conflicting interests and be effective (Mitchell, Agle and Wood, 1997). The capacity of Marriott to incorporate systematic engagement strategies ensures that stakeholders play a positive role in relation to adoption, operational performance, and competitive sustainability in the global hospitality innovation, and therefore, engagement is a fundamental factor of business performance.
[bookmark: _Toc224367799]g. Recommendations
It is a key factor that the stakeholder engagement within the Marriott project of StaySmart+ will be a success as this type of services is rather complicated, and the sustainability-oriented facilities, as well as the implementation across the boundaries, are described. In accordance with the project analysis, the recommendations are given in the form of SMART objectives that have KPIs that are measurable to provide some actionable outcomes and accountability.
Table 5: SMART Objectives and KPIs for StaySmart+ Stakeholder Engagement
	Objective
	Specific Actions
	Measurable KPI
	Achievable
	Relevant
	Time-bound

	1. Continuous stakeholder engagement
	Monthly review meetings with key internal/external stakeholders
	≥90% attendance and action completion rate
	Yes, via project schedule
	Maintains alignment and responsiveness
	Monthly for 6 months post-launch

	2. Culturally tailored communication
	Region-specific briefings and translated materials
	≥95% of hotels receive customised plans
	Yes, via marketing and HR teams
	Reduces local resistance
	2 months pre-launch

	3. Staff training and change-readiness
	AI and sustainability training for frontline employees
	100% completion; competency assessment ≥85%
	Yes, with LMS and workshops
	Ensures operational readiness
	3 months pre-launch

	4. Ethical governance and compliance
	ESG and privacy review of AI services
	Zero compliance violations
	Yes, via legal and ESG teams
	Protects reputation, mitigates risk
	Continuous pre- and post-launch

	5. Pilot testing and feedback integration
	Conduct pilot in 3–5 representative hotels
	100% actionable feedback addressed within 2 weeks
	Yes, select pilot sites
	Identifies operational and cultural issues
	1–2 months pre-launch

	6. Monitor stakeholder sentiment
	Surveys, performance KPIs, engagement analytics
	≥85% stakeholder satisfaction; operational metrics within ±5% targets
	Yes, via digital dashboards
	Maintains adoption, trust, and service quality
	Monthly post-launch for 6 months



Each objective directly addresses previously identified risks. As an example, frontline resistance is overcome through staff training, operational inconsistencies through pilot testing, and cross-cultural misunderstandings through a specific communication. KPIs help to operationalise these goals, and Marriott can quantify adoption, satisfaction and compliance. The provision of continuous monitoring will ensure the provision of feedback loops and improvements by trial and error, which are best practices in project management (Eskerod and Ang, 2017; Bourne, 2015).
Notably engagement is not necessarily good. Even on a well-designed engagement plan; conflicts of interest, power, and culture could cause tension (Mitchell, Agle and Wood, 1997). E.g. investors might be interested in ROI, not in local adaption, and frontline employees might be opposed to the alleged automation risk. These conflicts should be resolved by means of proactive, data-driven monitoring and escalation processes to ensure that project performance is maintained (Zahidi, Kaluvilla and Mulla, 2024; Shuqair et al., 2024).
To sum up, consistency in stakeholder engagement strengthens the adoption of StaySmart+, operational preparedness, guest satisfaction, compliance, and competitiveness in a tracking and detail-driven strategy. SMART goals that have quantifiable KPIs allow the results of engagement to be practical, tracked, and adapted to local and international project objectives, protecting long-term sustainability of the project.
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[bookmark: _Toc224367801]Appendix A: SWOT Analysis for StaySmart+
	Category
	Description
	Implications for StaySmart+

	Strengths
	- Global brand recognition and trust (Marriott International, 2025a) 
- Extensive loyalty program (Bonvoy) driving repeat business 
- Global operational experience across 144 countries 
- Serve 360 ESG framework providing sustainability credentials 
- Strong technological infrastructure for AI adoption
	Enables Marriott to pilot StaySmart+ with high brand acceptance, leverage loyal customers for feedback, and implement sustainability-linked incentives. Stakeholders likely to support rollout due to strong corporate capabilities.

	Weaknesses
	- Complex technology integration required across diverse hotels 
- Staff readiness and AI familiarity vary by location 
- Operational consistency across markets is challenging 
- Dependence on third-party vendors for AI systems
	Staff resistance, training demands, and operational disruptions may reduce adoption speed. Requires strong engagement with internal stakeholders to mitigate concerns.

	Opportunities
	- Growing guest preference for AI-driven, personalised experiences (Huang et al., 2024) 
- Rising demand for sustainable hospitality services 
- Competitive differentiation through premium digital services 
- Ability to scale successful pilot globally
	StaySmart+ can strengthen Marriott’s competitive advantage, attract tech-savvy and sustainability-conscious guests, and enhance brand reputation internationally.

	Threats
	- Regulatory differences in data privacy and AI usage across markets (Marriott International, 2024) 
- Cultural resistance to AI replacing human service 
- Vendor dependency risks 
- Economic pressures on franchisees and operators
	Non-compliance, guest mistrust, or technological failures may reduce adoption and stakeholder confidence. Engagement strategies must address these risks proactively.
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	Factor
	Description
	Impact on StaySmart+ Stakeholder Engagement

	Political
	- Labour laws differ across countries 
- Political stability affects hotel operations
	Engagement with hotel management and franchisees must account for local regulations and staffing constraints.

	Economic
	- Premium innovation may increase operational costs 
- Budget pressures for hotel owners/franchisees
	Owners and investors may resist high upfront costs; clear ROI communication is critical.

	Social
	- Guest demand for personalised, convenient experiences 
- Employee attitudes toward AI and human interaction
	Staff training and guest consultation needed to ensure acceptance; communication must emphasise human-AI collaboration.

	Technological
	- AI enables personalised check-in, concierge services, and recommendations 
- Cybersecurity and system reliability are essential
	IT and digital teams are critical stakeholders; failures can undermine confidence across all groups.

	Legal
	- Data protection laws (GDPR, CCPA, local privacy laws) 
- Compliance with consumer protection regulations
	Legal and compliance teams must be actively engaged; non-compliance risks reputational and financial harm.

	Environmental
	- Sustainability features aligned with Serve 360 ESG initiatives 
- Guest expectation of genuine environmental practices
	Engagement with sustainability suppliers and local communities is essential to ensure credibility and operational feasibility.
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