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Module: understanding and engaging stakeholders
Module code: LCLM5001
Module leader: Mr Aso Abdullah 
Assignment title: understanding the importance of stakeholder engagement in successful commencement and completion of project.

 This report examines stakeholder engagement strategies for the planned global launch of the premium service “StaySmart+” by Hilton Worldwide. The service aims to enhance guest experience through artificial intelligence -driven tools, personalised travel planning and sustainability- focused hotel amenities. Effective stakeholder engagement is essential to ensure successful service design, implementation and adoption across diverse international markets.
A stakeholder is any person, group, or organisation that has interest in, or affected by the actions, decision, and success of a business or project. Who’s a stakeholder? Stakeholder is someone who affects or is affected by a business. It can be internal such as shareholders, employees or external such a customers, media or community. 
The report evaluates Hilton ‘s organisational context using SWOT and PESTLE frameworks and identifies key internal and external stakeholders involved in the projects. It critically analyses stakeholder’s roles, responsibilities, benefits and challenges, while applying engagement framework such and the stakeholder power-interest matrix, communication planning and the RACI model. The stakeholder engagement process is further evaluated using the 4c’s model communication, collaboration, consultation and commitment. Finally, the report assesses the impact of stakeholder engagement on business performance  


Hilton worldwide is one of the leading global hospitality organisations operating over 7,000 properties across more than 120 countries. Established in1919, Hilton has developed a diverse brand portfolio including luxury, upscale and midscale hotels. Its core operations including accommodation services, conference and event management, food and beverage operation, and digital guest experience platforms.

In the United Kingdom, Hilton maintains a significant presence in major cities such as London and Birmingham, serving business travellers, tourists and corporate clients. The organisation’s strategies priorities focusing on customers experience innovate, digital transformation and environmental sustainability. These priorities align strongly with the introduction of StaySmart+ , which aims to deliver enhanced personalisation, operational efficiency and brand differentiation. 
Opportunities arise from the increasing desire for digital convenience and customised travel experiences. Raising awareness of sustainability also improves market acceptance of eco-friendly offerings. On the other hand, hazards include cybersecurity issues related to digital systems, economic instability, and fierce rivalry from hotel chains and other lodging providers (Okumus et al., 2017).
The global launch of StaySmart+ represents a strategic project designed to strengthen Hilton’s competitive position and improve customer loyalty in an increasingly experience-driven hospitality market. 
Situation Analysis:
SWOT Analysis:
	Strengths 
	Weaknesses 
	Opportunities 
	Threats 

	Good service 
	
	Able to collaborate with different companies 
	Competition with other companies 

	Expanding the business worldwide 
	
	Growth in digital technology 
	Constant change happening to keep up 



Strengths:
Hilton benefits from strong global brand recognition and an established customer loyalty programme, Hilton honors. The organisation possesses significant financial resources and advanced digital capabilities, enabling investment in AI technologies and sustainability initiatives. Its experience in service innovation also supports effective project implementation.
Weaknesses:
Hilton’s global scale creates operational complexity, making standardised service rollout challenging. Employee resistance to technological change and training requirements may increase implementation cost. Furthermore, dependence on technology systems introduces operational risks.
Opportunities:
Growing demand for personalised travel experiences presents a major opportunity for StaySmart+. Increasing awareness of environmental sustainability among travellers further supports adoption. Expansion into emerging tourism markets can also enhance Hilton’s revenue growth potential.
Threats
Competition from global hotel chains and alternative accommodation providers such as Airbnb poses as a significant threat. Economic uncertainty and travel disruptions may influence service adoption. Cybersecurity risks related to AI technologies may also affect customers. 
 Pestle analysis:
PESTLE Analysis is a tool which is used by marketers to analyse the external marketing environment which affects the organisation 
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Political: Tourism regulations and international data governance policies affected service deployment strategies. Political factors such as tourism regulations and data governance laws influence service implementation strategies. Economic conditions affect customer spending patterns and investment priorities. Social trends indicate rising expectations for convenience, personalisation and sustainability (Buhalis and Leung, 2018).
Economic: Inflation and fluctuating travel demand influence customer spending patterns and investment decisions.
Social: Morden consumers increasingly value convenience, personalisation and environmentally responsible services.
Technological: Rapid advancements in artificial intelligence create opportunities for service innovation but require continuous investment.
Legal: Compliance with GDPR and international data protection laws is critical when managing customer data.
Environmental: Sustainability expectation encourage adoption of eco-friendly amenities within StaySmart+. 

SMART Objectives of StaySmart+ 
The project will need to achieve the following specific objectives within the sixth month rollout window to bridge the gap between the analysis and action. 
1. Implement StaySmart+ across 60% of selected Hilton hotels within six months 
2. Increase guest satisfaction rating by 15% within one year
3. Improve loyalty programme engagement by 20%
4. Reduce guest service response time by 25% through AI automation
Stakeholder Identification & Categorisation:
Internal stakeholder: 
The successful global implementation of the StaySmart+ premium service at Hilton worldwide requires the identification and effective management of key stakeholders whose involvement, influence and expectations can significantly impact project outcomes. Stakeholders’ identification enable project managers to understand the interests, power, and potential contributions of individuals or groups affected by or capable of influencing the projects. (Freeman,1984). 
Stakeholder can be broadly categorised into internal and external group, each possessing different level of authority, interest and responsibility within the project lifecycle. 
Internal stakeholder:
Internal stakeholder is directly involved in the planning, development and delivery of the StaySmart+ Service. 
Senior Management and Executives:
Senior leaders play a strategic role by providing financial resources, organisational direction and governance oversight. Their support is essential in ensuring alignment between the StaySmart+ initiative and Hilton’s broader corporate objectives such as digital transformation and sustainability leadership.
Project Management Team:
The project management team is responsible for coordinating project planning, scheduling, budgeting and risk management activities. They ensure that project milestones are achieved within the six-month rollout timeframe and that stakeholder communication remain consistent across international markets. 
Operations and Frontline Employees:
Hotel managers, reception staff and customer service employees are critical stakeholders because they deliver the StaySmart+ experience directly to guests. Their engagement influence service quality, customer satisfaction and operational efficiency.
Information Technology and Innovation Teams:
These stakeholders are responsible for developing and integrating AI -driven guest interaction tools and personalised travel planned systems. Their expertise supports, the technological feasibility and reliability of the new service offering.
Marketing and sale department:
Human resource professional support recruitment, training and change management processes require to prepare employees for new digital service delivery methods. 
External Stakeholders:
External stakeholders influence project success through their expectation, resources or regulatory authority. External stakeholders include customers, technology suppliers, investors, government authorities, tourism partners and local communities. Their expectations shape project success through financial support, regulatory approval and market adoption (Donaldson and Preston, 1995).


Hotel Guests and Loyalty Programme Members:
Customer represent the primary beneficiaries of StaySmart+ their acceptance and satisfaction determine the commercial success of the service. Guest increasingly expects personalised and seamless digital experiences, making their feedback vital during pilot testing and service refinement stages. 
Technology Suppliers and strategic Partners:
External technology providers supply AI platforms, software maintenance and data analytics capabilities. Effective collaboration with suppliers ensures system reliability and innovation. 
Investor and Shareholders
Financial stakeholder influence project viability through funding decisions and performance expectations. They are primarily interested in return on investment, revenue growth and competitive advantage.
Government Regulators:
Authorities establish legal frameworks relating to data protection, sustainability, compliance and tourism operations. Their involvement ensures that StaySmart+ implementation adheres to national and international regulation. 
Travel agencies and tourism partners:
Partnership stakeholders support service promotion and integration into wider travel ecosystems, enhancing market reach and customer accessibility. 
Local communities:
Community stakeholders are indirectly affected by hotel operations and sustainability initiatives. Their support contributes to positive corporate reputation and social license to operate.

Role, benefits and challenge of stakeholders:
The successful implementation of the StaySmart+ service at Hilton Worldwide depends on the effective contribution and coordination of multiple stakeholders whose roles influence project efficiency, innovation capability and service quality. Understanding stakeholder roles enable project. Managers to allocate responsibilities appropriately while recognising both the potential benefits ad challenges associated with stakeholder involvement 

Role of internal stakeholders
Senior management plays a critical role in providing strategic leadership, approving financial investments and ensuring the project aligns with Hilton’s long-term objectives such as digital transformation and customer experience enhancement. Their commitment increases organisational readiness for innovation and encourage cross-department collaboration. 
The project management team is responsible for overseeing the planning and execution of the StaySmart+ rollout. This includes coordinating stakeholder communication, keeping an eye on performance metrics, and managing deadlines. Their leadership guarantees the early identification of project hazards and the successful implementation of mitigation solutions.
Delivering the StaySmart+ experience directly to clients is a practical function of operations and frontline staff. Using AI-enabled systems, attending to individualised visitor requests, and upholding service consistency are among their duties. Customer satisfaction levels are greatly impacted by their involvement.
Data analytics, cybersecurity, and system integration are all supported by information technology teams. Their knowledge guarantees technological dependability, which is crucial for initiatives involving the innovation of digital services.
By raising awareness of StaySmart+, evaluating client feedback, and competitively positioning the service in international hospitality markets, marketing stakeholders make a contribution.

Role of external stakeholders:
Customers act as both beneficiaries and evaluators of the service. Through participation in pilot testing and feedback mechanisms, they influence service design improvements and innovation outcomes.
Technology suppliers provide specialised digital infrastructure and maintenance support, enabling Hilton to implement advanced AI-driven guest interaction tools efficiently.
Investors influence project sustainability by evaluating financial performance and supporting future expansion initiatives. Government regulators establish compliance standards relating to data protection, environmental sustainability and tourism operations.
Travel agencies and tourism partners enhance service visibility and integration into wider travel packages, contributing to market penetration.
Benefits of a stakeholder:
There are various benefits to effective stakeholder participation. IT teams and suppliers working together increases the capacity for innovation and speeds up the adoption of new technologies. Employee engagement lowers resistance to change and improves the quality of services provided. By ensuring that the service stays in line with consumer expectations, customer involvement boosts adoption rates and fosters brand loyalty.
Strong investor confidence also promotes financial stability, and good relations with authorities lower the possibility of fines or delays in operations. All of these advantages add up to better organisational performance and a competitive edge.

Challenges Associated with Stakeholder Engagement
Despite the benefits, stakeholder involvement may also create challenges. Employees may experience anxiety regarding job security due to increased automation, leading to resistance that can slow implementation. Technology integration across multiple international locations may result in operational complexity and system compatibility issues.
Customers may express concerns about privacy and data security, particularly when interacting with AI-based services. Investors may pressure management for rapid financial returns, potentially affecting long-term innovation quality. Furthermore, regulatory differences between countries can create compliance difficulties during global rollout.
To manage these challenges, project managers must adopt structured stakeholder management tools such as the RACI matrix to clarify accountability and reduce role
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Example of RACI Matrix for StaySmart+ implementation:
	Project activity 
	Responsible 
	accountable
	Consulted 
	informed

	Ai system development
	It team
	Project manager
	suppliers
	Senior management

	Staff training
	Hr department
	Operation director 
	employees
	Investor

	Marketing campaign
	Marketing team 
	Commercial director 
	Travel partner 
	Public 

	Pilot testing
	Operation team
	Project manager
	customers
	Regulators

	
	
	
	
	


Frameworks and Plans for Stakeholder Engagement
In order to guarantee that stakeholders are properly prioritised, informed, and actively involved throughout the project lifecycle, Hilton Worldwide must apply established stakeholder engagement frameworks in order to successfully launch the StaySmart+ premium service. In complicated multinational hospitality projects, effective engagement frameworks facilitate decision-making, reduce resistance to change, and improve teamwork.
Power-Interest Matrix for Stakeholders
The Power-Interest Matrix, which allows project managers to classify stakeholders according to their degree of influence and interest in the project, is one of the most popular stakeholder management tools (Johnson et al., 2017). Finding appropriate engagement tactics is made easier with the help of this framework.
Senior executives and investors are examples of high-power, high-interest stakeholders that need to be carefully controlled. Their participation is crucial to guaranteeing organisational commitment, strategy alignment, and financial support. To keep them interested, regular executive briefings, performance dashboards, and strategic review sessions are advised.
Frontline staff and consumers are examples of high-interest but low-power stakeholders that should be kept informed and actively participating. They can become more committed and less resistant to technological change by participating in workshops, training sessions, and feedback surveys.
Regulatory agencies and other powerful but uninterested stakeholders should be pleased via open communication and compliance reporting. In the meantime, low-power and low-interest stakeholders can be routinely observed to make sure that new threats are recognised.
By using this matrix, stakeholder engagement initiatives are guaranteed to be effective and focused, reducing resource waste and improving project efficacy.

Plan for Stakeholder Communication
Maintaining stakeholder knowledge and fostering trust during the StaySmart+ implementation process requires a well-organised communication strategy. Good communication keeps expectations consistent across departments and geographical areas while lowering ambiguity.
For instance, monthly progress updates emphasising important performance metrics like adoption rates and increases in operational efficiency should be sent to upper management. Regular training updates and internal newsletters outlining the advantages of the system and its implementation schedule should be attended by staff members. Digital surveys, advertising efforts, and tailored communications through loyalty program platforms can all be used to engage customers.
Technology suppliers require technical coordination meetings to address system integration challenges, while travel partners should be updated through collaborative marketing planning sessions.
A well-designed communication plan supports transparency and accountability, which are essential in global service innovation projects.
Plan for Engaging Stakeholders
Engagement plans emphasise actively including stakeholders in decision-making processes in addition to communication. Pilot testing phases for the StaySmart+ project give staff members and clients the chance to provide input on the efficacy and usability of the services.
By fusing technical know-how with useful service ideas, co-creation workshops including IT teams, operations personnel, and suppliers can improve innovation. Additionally, through stakeholder evaluation of service outcomes, performance review meetings facilitate ongoing improvement.
Given Hilton's global reach, engagement tactics should also be culturally sensitive. Different markets may have different communication preferences and service expectations, necessitating adaptable engagement strategies to guarantee stakeholder satisfaction.
Engagement Frameworks' Crucial Significance
By defining roles, fostering teamwork, and lowering conflict, the application of structured engagement frameworks enhances project governance. Projects bear the risk of delays, cost overruns, and decreased service acceptance in the absence of comprehensive stakeholder engagement planning.
Effective involvement also enhances an organization's capacity for learning and creativity. Hilton can continue to enhance StaySmart+ and preserve its competitive edge in the international hospitality sector by integrating stakeholder input into service improvement procedures.
Stakeholder Engagement's Effect on Business Performance and Strategic Suggestions
In the global hotel industry, effective stakeholder participation is especially important for service innovation projects. Stakeholder participation has a big impact on financial results, operational effectiveness, customer satisfaction, and long-term competitive advantage for Hilton Worldwide's StaySmart+ initiative.
Effect on Financial Results
By boosting customer loyalty and service adoption rates, strong stakeholder involvement can have a favourable impact on financial performance. Personalised digital experiences are more likely to be valued by engaged customers, which increases revenue creation and encourages repeat purchases. Organisations that successfully match stakeholder interests with strategic goals are better positioned to achieve sustainable profitability, according to Freeman (1984).

On the other hand, poor stakeholder participation can lead to delays, cost overruns, and a lower return on investment. Service inefficiencies, for instance, can have a detrimental impact on operational productivity and profitability due to inadequate personnel training or opposition to technological change.
Effect on the Efficiency of Operations
By promoting knowledge exchange and process innovation, stakeholder engagement enhances operational performance. Through automation, cross-functional collaboration between IT departments, operations personnel, and outside technology providers can improve service delivery and speed up reaction times.

Kotter (1996) emphasises that employee participation in implementation processes increases the success of organisational transformation programs. Employee involvement guarantees the efficient use of AI-enabled solutions in the StaySmart+ context, improving service uniformity throughout Hilton's international locations.
On the other hand, operational bottlenecks could result from unclear role allocation or inadequate communication. Cultural norms, legal restrictions, and infrastructure constraints might provide difficulties for stakeholders working in various foreign markets. If these factors are not strategically controlled, they may lower efficiency.
Effects on Brand Reputation and Customer Experience
Customer interaction has a big impact on competitive positioning and brand impression. Personalised services provided by StaySmart+ can boost positive word-of-mouth advertising, improve guest happiness, and fortify emotional ties with the business.
According to Bowie et al. (2016), stakeholder collaboration in hospitality businesses is directly associated with increases in service quality. Service products are more likely to satisfy changing market demands when staff members and clients participate in co-creation processes.
However, issues about data privacy pose a harm to one's reputation. If stakeholder concerns about AI-driven data exploitation are not addressed, confidence may decline and brand image may suffer. As a result, proactive engagement tactics are crucial to preserving client trust.
Effect on the Ability to Innovate
Additionally, organisational learning and innovation performance are enhanced by stakeholder interaction. Continuous service enhancement is made possible by consumer feedback and cooperation with technological partners. This supports Porter's (2008) claim that companies that combine innovation with stakeholder value generation have a stronger competitive edge.
The capacity to modify services in response to stakeholder insights promotes long-term strategic success in highly competitive global hospitality marketplaces.
Strategic Suggestions
Several strategic recommendations can be made to improve the efficacy of the StaySmart+ rollout based on the assessment of stakeholder engagement impacts.
1. Put in place systems for ongoing stakeholder feedback
In order to facilitate real-time contact between clients, staff, and project managers, Hilton should set up digital feedback channels. Stakeholder trust is strengthened and service improvement is supported by ongoing feedback.
2. Make an investment in the development of employees' digital capabilities
To increase employee confidence in utilising AI technologies, training programs had to be implemented. According to Kotter (1996), skilled workers are more likely to support innovation projects and provide consistently high-quality services.
3. Boost Cybersecurity and Data Governance Procedures
Customers should be informed of transparent data management rules in order to allay privacy concerns and safeguard the company's reputation.
4. Create Adaptable International Implementation Plans
Hilton ought to implement a uniform service architecture while permitting local adaptation to cultural and legal variations in global markets.
5. Establish Long-Term Strategic Alliances with Technology Suppliers
Collaborative innovation agreements can facilitate next digital transformation projects and improve service dependability.


Critical Assessment
The strategic significance of stakeholder engagement is demonstrated by its contribution to financial performance, operational efficiency, and innovative capabilities, even though it necessitates a substantial resource investment. Businesses that don't put stakeholder relationships first run the risk of becoming less competitive and taking longer to adjust to changes in the market. Communication lowers uncertainty about technology change and helps stakeholders comprehend project benefits. Stakeholders can contribute to decision-making processes through consultation, increasing the relevance of service design (Greenwood, 2007).
In order to achieve sustainable growth within the global hospitality industry, Hilton's ability to include organised stakeholder engagement tactics into the StaySmart+ project will be crucial.
Conclusion:
Hilton Worldwide's successful worldwide rollout of the StaySmart+ service highlights the strategic significance of efficient stakeholder identification, engagement, and management in hospitality innovation initiatives. Using the SWOT and PESTLE frameworks, this study has critically examined the internal and external business environment that is impacting the project and has emphasised the important responsibilities that various stakeholder groups play.
Senior management, staff, clients, suppliers, investors, and regulators are among the stakeholders who contribute in various ways to the success of a project, posing both opportunities and difficulties. While stakeholder collaboration improves financial performance, service quality, and innovative capacity, low engagement can result in operational inefficiencies, reputational hazards, and resistance to change. Clear accountability and well-informed decision-making are supported by the use of organised stakeholder engagement tools like the Power-Interest Matrix, communication planning, and the RACI model.
Furthermore, it has been shown through critical review using the 4Cs stakeholder engagement model that managing complex multinational service implementations requires effective communication, consultation, collaboration, and commitment. The necessity for adaptive engagement tactics is further highlighted by cultural diversity, difficulties with technology uptake, and legal restrictions.
In general, stakeholder involvement is a strategic competence that helps organisations achieve sustainable growth, increase competitive advantage, and improve customer satisfaction rather than just an operational necessity. Hilton can maximise the effectiveness of the StaySmart+ project and sustain leadership in the global hospitality sector by implementing ongoing feedback systems, investing in staff digital skills, and fortifying strategic partnerships.
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