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[bookmark: _Toc228042322]Introduction of the company

Hilton Worldwide Holdings is one of the leading global hospitality companies, founded in1919 by Conrod Hilton. The organisation operates more than 7,500 properties, offering a diverse portfolio of brands ranging from luxury hotels to budget-friendly accommodations  (Hilton,2024) Hilton’s global presence and strong brand reputation position it as a key   player in the highly competitive hospitality industry. The company primarily operates through a management and franchising model, enabling rapid international expansion while maintaining consistent service quality and operational standards (O’Neill and Mattia,  2010).
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In recent years, Hilton has focused on innovation, digital transformation, and sustainability to enhance customer experience and remain competitive. Initiatives such as digital check-in, mobile room selection, and its ‘Travel with Purpose” sustainability strategy demonstrate the company’s commitment to improving both customer satisfaction and environmental responsibility (Hilton, 2024; Jones et al; 2016).

This report examines the launch of a new premium customer experience service called StaySmart, which is designed to be implemented across selected Hilton hotels worldwide over a six-month period. The StaySmart service integrates artificial intelligence (AI)-driven guest interaction tools, personalised travel planning, and sustainability-focused amenities. The aim of this initiative is to enhance guest comfort, improve operational efficiency, and strengthen Hilton’s brand differentiation in both local and international markets (Buhails and Leung, 2018).

As a project manager, the focus of this report is to identify, analyse, and engage key internal and external stakeholders who are critical to the successful design, implementation, and adoption of the StaySmart service. The report will apply stakeholders who are critical to the successful design, implementation, and adoption of the StaySmart service. The report will apply stakeholders theory and engagement frame works to ensure effective collaboration, communication, and alignment throughout the project lifecycle (Freeman, 1984).
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Hilton demonstrates several key strengths that support the successful implementation of the StaySmart service. Firstly, the company has a strong global brand reputation and operates in over 120 countries, which enhances customer trust and loyalty (Hilton, 2024). Additionally, Hilton’s established experience in digital innovation, including mobile check-in and digital room selection, provides a solid foundation for integrating AI-driven services. The company also benefits from a diversified portfolio of brands, allowing it to target different customer segments effectively.

However, there are also weaknesses that may impact the project. Hilton’s relianceon global tourism makes it vulnerable to external disruptions such as economic downturns or global crises. Furthermore, the implementation of advanced technologies like AI requires significant investment and staff training, which may increase among employees (Buhalis and Leung,2018). 
In terms of opportunities, the growing demand for personalised and technology-driven customer experiences creates a strong market potential for the StaySmart service. The increasing focus on sustainability also aligns with Hilton’s strategic goals, providing an opportunity to enhance its brand image and attract environmentally conscious customers (Jones et al., 2016). Moreover, expanding into emerging markets can further strengthen Hilton’s global presence.
 Nevertheless, the company faces several threats, including intense competition from other hospitality providers such as Marriott and alternative accommodation platforms like Airbnb. Rapid technological changes also present a risk, as failure to keep up with innovation may reduce competitiveness. Additionally, data privacy concerns related to AI systems could negatively affect customer trust.
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	Factor
	Description
	Impact on StaySmart Project

	Political
	Government policies, visa regulations, and international relations affect travel and tourism flows.
	May influence demand and expansion in global markets.

	Economic
	Inflation, exchange rates, and global economic conditions impact customer spending.
	Economic downturn may reduce demand for premium services.


	Social
	Growing demand for personalised, digital, and sustainable travel experiences.
	Supports adoption of StaySmart and increases demand.

	Technological
	Rapid development of AI, mobile apps, and digital platforms in hospitality.
	Enables innovation but requires continuous investment.

	Legal
	Data protection laws (e.g., GDPR), health and safety regulations.
	Requires compliance to avoid legal risks.

	Environmental
	Increasing focus on sustainability, energy efficiency, and reducing carbon footprint.
	Aligns with StaySmart sustainability features.
                                                                                            



The PESTLE analysis highlights the external factors influencing Hilton’s operations and demonstrates how macro-environmental conditions can impact the successful implementation of the StaySmart service.
SMART Objectives for the StaySmart Project

To ensure the successful implementation of the StaySmart service, it is essential to establish clear SMART objectives. SMART objectives are defined as Specific, Measurable, Achievable, Relevant, and Time-bound goals that guide project performance and evaluation(Doran,1981).

Firstly, the project aims to implement the StaySmart service in selected Hilton hotels across international markets within a six-month period. This objective is specific and time-bound, ensuring that the rollout follows a clear schedule.

Secondly, the project seeks to increase customer satisfaction scores by at least 15% within the first six months of implementation, measured through customer feedback surveys and online reviews. This objective is measurable and directly linked to service quality improvement.

Thirdly, Hilton aims to train 100% of hotel staff involved in the StaySmart service before the official launch, ensuring that employees are fully prepared to deliver the new customer experience. This objective is achievable and supports smooth implementation.

Additionally, the project intends to improve operational efficiency by reducing guest service response time by 20% through the use of AI-driven tools. This objective is relevant to Hilton’s strategic focus on innovation and efficiency.

Finally, the project aims to increase repeat customer bookings by 10% within one year of implementation, demonstrating the long-term impact of enhanced customer experience and brand loyalty.
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The successful implementation of the StaySmart service at Hilton depends on effective identification and management of both internal and external stakeholders. According to stakeholder theory, stakeholders are individuals or groups who can affect or are affected by the achievement of organisational objectives (Freeman, 1984). Therefore, understanding their roles, interests, and level of influence is essential for ensuring project success.
 
Internal stakeholders play a critical role in the planning and execution of the StaySmart project. These include senior management, the project manager, hotel staff, the IT department, and the marketing team. Senior management are key decision-makers who provide strategic direction, approve budgets, and ensure alignment with organisational goals. The project manager is responsible for coordinating all project activities, managing resources, and ensuring that timelines are met. The IT department is essential for developing and maintaining the AI-driven systems that support StaySmart, while the marketing team is responsible for promoting the service and communicating its value to customers. Hotel staff are also vital, as they directly interact with guests and deliver the service experience.
 
External stakeholders are equally important, as they influence and are influenced by the project outcomes. These include customers (guests), suppliers, investors, government bodies, and local communities. Customers are central stakeholders, as their satisfaction determines the success of the StaySmart service. Suppliers provide necessary products and services, such as technology systems and sustainable materials, which are critical for project implementation. Investors are concerned with financial performance and return on investment, while government bodies ensure compliance with legal and regulatory requirements. Local communities are also important, particularly in relation to sustainability initiatives and corporate social responsibility.
 
Stakeholders can be further categorised using the power-interest matrix, which helps prioritise engagement strategies based on their level of influence and interest (Mendelow, 1991). For example, senior management and investors have high power and high interest, requiring close management, while customers have high interest but lower power, requiring continuous engagement and feedback mechanisms.
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The successful implementation of the StaySmart service within Hilton depends on the effective involvement of key stakeholders, each of whom plays a distinct role and carries specific responsibilities. Understanding these roles, as well as the benefits and challenges associated with stakeholder engagement, is essential for achieving project objectives.
 
Senior management hold a strategic role in the project, as they are responsible for setting the overall direction, approving budgets, and ensuring alignment with Hilton’s organisational goals. Their involvement brings significant benefits, including strong leadership, resource allocation, and decision-making authority. However, challenges may arise due to their limited availability and potential focus on short-term financial outcomes rather than long-term innovation.
 
The project manager is responsible for coordinating all aspects of the StaySmart project, including planning, execution, monitoring, and stakeholder communication. This role is critical in ensuring that all stakeholders are aligned and that the project is delivered on time and within budget. The main benefit of this role is improved coordination and communication, while challenges may include managing conflicting stakeholder interests and handling project risks.
 
The IT department plays a crucial role in developing and maintaining the AI-driven systems that support the StaySmart service. Their expertise enables innovation and operational efficiency. However, challenges include the complexity of integrating new technologies, potential system failures, and the need for continuous updates and cybersecurity measures (Buhalis and Leung, 2018).
 
The marketing team is responsible for promoting the StaySmart service and communicating its value to customers. Their role contributes to increased customer awareness and market competitiveness. Nevertheless, challenges may include accurately targeting diverse customer segments and ensuring consistent messaging across global markets.
 
Hotel staff are directly involved in delivering the StaySmart experience to guests. Their responsibilities include interacting with customers, implementing new systems, and maintaining service quality. The key benefit is their direct impact on customer satisfaction and brand reputation. However, resistance to change, lack of training, and increased workload may present challenges during the implementation phase.
 
External stakeholders also play an important role. Customers are central to the success of the project, as their feedback and satisfaction determine its effectiveness. Engaging customers allows Hilton to improve services and build loyalty, but managing diverse expectations can be challenging. Suppliers support the project by providing necessary products and services, contributing to operational efficiency. However, delays or quality issues may affect project timelines.
 
Investors are primarily concerned with financial performance and return on investment. Their support ensures financial stability, but they may exert pressure for quick results. Government bodies are responsible for ensuring legal compliance, which helps maintain operational standards but may introduce regulatory constraints.
 
In conclusion, each stakeholder contributes unique value to the StaySmart project, but also presents specific challenges. Effective stakeholder management, clear communication, and strategic coordination are essential to maximise benefits and minimise risks throughout the project lifecycle (Freeman, 1984).
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High Power – High Interest (Manage Closely)
 
•	Senior Management
•	Project Manager
•	Investors
 
These stakeholders must be closely managed as they have strong influence and are highly interested in the project outcomes.
 
High Power – Low Interest (Keep Satisfied)
 
•	Government / Regulators
•	Key Suppliers
 
 They have high power but lower interest, so they should be kept satisfied to avoid potential issues.
 
Low Power – High Interest (Keep Informed)
 
•	Hotel Staff
•	Customers (Guests)
•	Marketing Team
 
 These stakeholders are highly interested but have less influence, so regular communication is essential.
 
Low Power – Low Interest (Minimal Effort)
 
•	Local Communities
•	General Public
 
 These stakeholders require minimal effort but should still be monitored.
 

Government/Regulators
Key suppliers 
High Influence (Power)
High interest
Low interest
Low power
Senior management
Project manager
Investors 
Hotel staff
Customers
Marketing team
Local communities
General public


The stakeholder matrix helps to prioritise stakeholders based on their level of power and interest, enabling the project manager to apply appropriate engagement strategies and allocate resources effectively (Mendelow, 1991)
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	Stakeholder
	Weekly Meeting
	Monthly Meeting
	Stage Gate Meeting
	Weekly Project Status
	Monthly Highlight Report
	Monthly Newsletter
	Exception Reports

	Senior Management
	–
	Formal presentation
	Yes
	Summary email
	Performance report
	Internal newsletter
	Yes (major issues)

	Project Team	
	MS Teams meetings
	Progress review meeting
	Yes
	Full project update
	Summary report
	–	

	Yes

	Hotel Staff
	Training sessions
	Staff briefing
	–
	–
	Implementation update
	Internal newsletter
	–

	IT Department
	Technical meetings
	System review
	Yes
	Technical update
	System performance report
	–
	Yes

	Marketing Team
	Campaign meetings	
	Strategy meeting	
	Yes
	Campaign update	
	Marketing performance report
	Customer newsletter
	–

	Customers (Guests)
	–
	–
	–
	–
	Feedback summary
	Promotional newsletter
	Complaints reports

	Suppliers
	Check-in meetings
	Contract review		
	–
	Delivery updates
	Performance report	
	–
	Yes

	Investors	
	–
	Financial briefing
	Yes
	–
	Financial report
	–
	Yes

	Government / Regulators
	–
	Compliance meeting	
	Yes
	–
	Compliance report
	–
	Yes



This communication plan ensures that stakeholders are engaged through appropriate communication channels and frequencies based on their level of influence and interest (Hartley, 2020). 
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	Task / Activity
	Project Manager
	Senior Management
	IT Team
	Marketing Team
	Hotel Staff
	Suppliers


	Project planning	
	R
	A
	C
	C
	I
	I

	Define StaySmart concept
	R
	A
	C
	C
	C
	I

	AI system development
	C
	I
	R
	I
	I
	I

	System testing
	C
	I
	R
	I
	C
	I

	Marketing campaign launch
	C
	A
	I
	R
	I
	I

	Staff training
	R
	A
	C
	I
	R
	I

	Pilot testing in hotels
	R
	A
	C
	C
	R
	C

	Full implementation
	R
	A
	C
	C
	R
	C

	Supplier coordination
	C
	I
	I
	I
	I
	R

	Customer feedback analysis
	C
	I
	I
	R
	R
	I

	Monitoring & evaluation
	R
	A
	C
	C
	C
	I



The RACI matrix provides a clear structure of roles and responsibilities across all key project activities. It ensures that each task has a designated responsible and accountable stakeholder, improving coordination and reducing confusion during the implementation of the StaySmart project.

Stakeholder Engagement Frameworks 

Effective stakeholder engagement is essential for the successful implementation of the StaySmart service at Hilton. To ensure structured and strategic management of stakeholders, several key frameworks have been applied, including the stakeholder matrix, communication plan, and RACI matrix. These tools support decision-making, improve communication, and enhance collaboration throughout the project lifecycle.

Firstly, the stakeholder matrix, based on the power–interest model developed by Mendelow (1991), is used to categorise stakeholders according to their level of influence and interest in the project. This framework enables the project manager to prioritise stakeholders and apply appropriate engagement strategies. For example, stakeholders with high power and high interest, such as senior management and investors, are managed closely through regular meetings and involvement in key decisions. In contrast, stakeholders with low power but high interest, such as hotel staff and customers, are kept informed through continuous communication and feedback mechanisms. 

Secondly, a stakeholder communication plan is implemented to define how information is shared with different stakeholder groups. The communication plan outlines the methods, frequency, and purpose of communication, including meetings, reports, newsletters, and digital platforms. As highlighted by Hartley (2020), selecting appropriate communication channels is critical to ensuring clarity, reducing misunderstandings, and maintaining stakeholder engagement. For example, weekly meetings and project updates are used for internal stakeholders such as the project team and IT department, while monthly reports and newsletters are used to inform external stakeholders such as customers and investors. This structured communication approach enhances transparency and supports effective collaboration.

In addition, the RACI matrix is applied to clarify roles and responsibilities across the StaySmart project. The RACI framework identifies who is Responsible, Accountable, Consulted, and Informed for each project activity. This helps to eliminate confusion, avoid duplication of tasks, and ensure accountability (PMI, 2021). For instance, the project manager is typically responsible for coordinating activities, while senior management is accountable for strategic decisions. The IT team is responsible for technical development, while the marketing team is responsible for promoting the service. By clearly defining roles, the RACI matrix improves coordination and ensures that all stakeholders understand their responsibilities.

Furthermore, these frameworks collectively support effective stakeholder engagement by promoting communication, collaboration, and alignment. They also help to identify potential risks, such as stakeholder resistance or communication breakdowns, and provide structured approaches to address them. Integrating these tools allows Hilton to manage complex stakeholder relationships across different markets and cultural contexts.
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The effective engagement of stakeholders is critical to the successful implementation of the StaySmart service at Hilton. As a project manager, it is essential to adopt a structured and strategic approach to stakeholder engagement throughout the project lifecycle, including planning, execution, and evaluation stages. This process ensures that stakeholders are informed, involved, and aligned with project objectives, ultimately reducing risks and improving outcomes.

At the initial stage, stakeholder identification and analysis are conducted to understand the level of power, interest, and influence of each stakeholder group. Tools such as the stakeholder matrix are used to prioritise stakeholders and determine appropriate engagement strategies (Mendelow, 1991). For example, senior management and investors require close management due to their high level of influence, while hotel staff and customers require regular communication and involvement to ensure successful implementation of the StaySmart service.

Following stakeholder identification, a tailored communication strategy is developed based on stakeholder needs and preferences. The communication plan ensures that relevant information is delivered through appropriate channels, such as meetings, reports, training sessions, and digital platforms. Effective communication is essential for building trust, ensuring transparency, and facilitating collaboration among stakeholders (Hartley, 2020). For instance, regular team meetings and progress reports help internal stakeholders stay aligned, while customer feedback surveys provide valuable insights for service improvement.

During the implementation phase, active stakeholder engagement is maintained through continuous interaction, feedback collection, and performance monitoring. The project manager plays a key role in coordinating stakeholders, addressing concerns, and ensuring that all parties are working towards common goals. This includes providing training for hotel staff, collaborating with the IT department to ensure system functionality, and working with the marketing team to promote the StaySmart service effectively.

However, stakeholder engagement often involves challenges, particularly in the form of conflicts. Conflicts may arise due to differences in stakeholder expectations, cultural differences, communication barriers, or competing priorities. For example, senior management may prioritise cost efficiency, while hotel staff may be concerned about increased workload and operational challenges. Similarly, customers may have high expectations regarding service quality, which may not always align with organisational capabilities.
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To effectively manage these conflicts, the 4C’s model — communication, collaboration, consultation, and commitment—can be applied. 

Secondly, collaboration involves working closely with stakeholders to achieve shared objectives. By encouraging teamwork and joint problem-solving, the project manager can foster positive relationships and reduce resistance to change. For example, involving hotel staff in the implementation process can increase their sense of ownership and improve service delivery.

Thirdly, consultation ensures that stakeholders are actively involved in decision-making processes. By seeking input from stakeholders, the project manager can identify potential issues early and develop more effective solutions. This is particularly important when dealing with external stakeholders such as customers and suppliers, whose feedback can provide valuable insights.

Finally, commitment refers to securing stakeholder support and ensuring their continued engagement throughout the project. This can be achieved by aligning project objectives with stakeholder interests, providing incentives, and demonstrating the value of the StaySmart service. Strong stakeholder commitment reduces the likelihood of resistance and increases the chances of successful project implementation.

In addition to the 4C’s model, conflict management strategies such as negotiation, compromise, and mediation can be used to resolve disputes. The project manager must remain flexible and adaptable, balancing stakeholder needs while maintaining focus on project objectives.

In conclusion, effective stakeholder engagement requires a structured approach that combines stakeholder analysis, communication planning, and conflict management strategies. The application of frameworks such as the stakeholder matrix and the 4C’s model enables the project manager to manage complex stakeholder relationships, minimise conflicts, and ensure the successful delivery of the StaySmart service at Hilton.
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The effectiveness of stakeholder engagement plays a crucial role in determining the success of the StaySmart project at Hilton. 

One of the key benefits of effective stakeholder engagement is improved project performance. When stakeholders are actively involved, they provide valuable insights, resources, and support that contribute to better decision-making and problem-solving. For example, involving the IT department in the early stages of the StaySmart project ensures that technological solutions are feasible and aligned with operational requirements. Similarly, engaging customers through feedback mechanisms allows Hilton to tailor services to meet customer expectations, thereby enhancing customer satisfaction and loyalty.

Another significant benefit is improved communication and collaboration. The use of structured frameworks such as the communication plan and RACI matrix helps to ensure that stakeholders are well-informed and that responsibilities are clearly defined. 

Stakeholder engagement also contributes to risk management. By identifying and involving key stakeholders early in the project, potential risks can be detected and addressed proactively. For instance, regulatory risks can be managed through engagement with government bodies, while operational risks can be reduced by involving hotel staff in the implementation process. This proactive approach enhances project resilience and reduces the likelihood of failure.

Despite these benefits, there are also challenges associated with stakeholder engagement. One of the main challenges is managing conflicting interests. Different stakeholders may have different priorities, which can lead to disagreements and delays. For example, investors may focus on financial returns, while customers prioritise service quality and personalisation. Balancing these competing interests requires careful negotiation and effective leadership.

Another challenge is the complexity of managing stakeholders in a global organisation such as Hilton. Cultural differences, language barriers, and time zone differences can affect communication and collaboration. These factors may lead to misunderstandings and reduce the effectiveness of stakeholder engagement. Additionally, over-engagement of stakeholders can result in information overload and slow decision-making processes.

Furthermore, the implementation of advanced technologies such as AI introduces additional risks related to data privacy and cybersecurity. Failure to address these issues may lead to legal consequences and damage Hilton’s reputation. Therefore, it is essential to ensure compliance with relevant regulations and adopt appropriate security measures.

To enhance stakeholder engagement and improve future project outcomes, several recommendations can be proposed. Firstly, Hilton should adopt a more personalised approach to stakeholder engagement by tailoring communication strategies to the specific needs and preferences of different stakeholder groups. This can improve engagement levels and ensure more effective communication.

Secondly, the company should invest in training and development programmes for employees to enhance their understanding of new technologies and reduce resistance to change. Providing adequate support and resources can improve staff performance and facilitate smoother implementation of the StaySmart service.

Thirdly, Hilton should leverage digital tools and platforms to enhance communication and collaboration. For example, using advanced project management software and communication tools can improve information sharing and coordination across global teams.

Additionally, continuous monitoring and evaluation of stakeholder engagement should be implemented to identify areas for improvement. This can be achieved through regular feedback collection, performance reviews, and stakeholder satisfaction surveys. Such measures enable the organisation to adapt its strategies and improve engagement effectiveness over time.

Finally, Hilton should strengthen its focus on sustainability and ethical considerations in stakeholder engagement. This includes ensuring transparency, protecting customer data, and maintaining responsible business practices. By aligning stakeholder engagement with sustainability goals, Hilton can enhance its brand reputation and create long-term value.

Triple Bottom Line 

The StaySmart project can also be evaluated using the Triple Bottom Line framework, which considers people, planet, and profit (Elkington, 1994). This approach shows that effective stakeholder engagement improves customer and employee satisfaction, supports sustainability, and enhances financial performance.
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In conclusion, the successful implementation of the StaySmart service at Hilton relies heavily on effective stakeholder identification, analysis, and engagement. This report has demonstrated that stakeholders play a critical role in shaping project outcomes, influencing decision-making, and contributing to overall business performance. By applying stakeholder theory, it is clear that understanding the needs, expectations, and influence of different stakeholder groups is essential for achieving project success (Freeman, 1984).

The analysis highlighted the importance of both internal and external stakeholders, including senior management, employees, customers, and external partners. 

The application of key frameworks, including the stakeholder matrix, communication plan, and RACI matrix, has provided a systematic approach to managing stakeholder relationships. These tools support prioritisation, clarify roles and responsibilities, and ensure effective communication throughout the project lifecycle. In addition, the use of the 4C’s model—communication, collaboration, consultation, and commitment—has been identified as a valuable approach to managing conflicts and enhancing stakeholder engagement.

Furthermore, the evaluation of stakeholder engagement has shown that it significantly contributes to improved project performance, risk management, and organisational success.

Overall, effective stakeholder engagement is a key determinant of the success of the StaySmart project. By adopting strategic approaches, leveraging appropriate frameworks, and continuously improving engagement practices, Hilton can enhance customer experience, strengthen its competitive advantage, and ensure long-term sustainability in the global hospitality industry.
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