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[bookmark: _Toc224387851]Introduction
Marriott International is a large and most recognised global hotel and hospitality organisation based in Bethesda, Maryland, in the United States. The company was founded in 1927 by J. Willard and Alice Marriott as a small root beer stand in Washington, D.C., but later on it developed to become a leader in the hospitality industry across the globe. Marriott has thousands of hotels and resorts in over 130 countries and territories, and they are franchised and operated today(Helmefalk et al., 2023). Marriott Hotels, Sheraton, Ritz-Carlton, JW Marriott, Courtyard by Marriott, and Westin are also the renowned brands of the company.
The business strategy of Marriott is customer experience, worldwide growth, and technological innovation. To keep up with the changing customer expectations, the company is constantly making investments in digital transformation, sustainability efforts, and personalisation of the services(Ki et al., 2020). As competition becomes stronger in the hospitality sector, the focus of Marriott is on the satisfaction of its guests, loyalty schemes like the Marriott Bonvoy, and the introduction of smart technologies to improve the comfort and interaction levels.
To meet the shifting demands of its modern travellers, a new high-end service called StaySmart+ is set to be rolled out by Marriott International. This new service combines the guest interaction tools that can be driven by artificial intelligence, individual travel planning, and sustainably active amenities that will enhance the comfort of the guests and the efficiency of the operations. The objective of the initiative is to maintain the brand differentiation of Marriott and customer loyalty in the globally recognised network. Through the adoption of StaySmart+ in the selected hotels in foreign markets such as London and Birmingham, Marriott will provide its guests with a more personalised and more efficient hospitality experience that is also more environmentally friendly.


[bookmark: _Toc224387852]Appraisal of Marriott International
[bookmark: _Toc224387853]SWOT Analysis
Strengths: Marriott International has a number of good competitive advantages in the hospitality market. It has a globally recognised brand portfolio comprising luxury, premium, and mid-range hotels as part of its primary strengths(Edlmann and Grobbelaar, 2021). The broad concentration allows Marriott to attract varying categories of clients, such as business travellers, luxury tourists, and family vacationers. 
Weaknesses: Even with its successful penetration in the market, there are internal constraints that Marriott is experiencing. It has complicated management structures and operational costs, because the business operates at a global level(Linzalone et al., 2025). Consistent standards of service are difficult when maintaining the standards over thousands of hotels around the world. 
Opportunities: The hospitality sector is still growing in domains of digital technology, sustainability, and customised travel experiences. Marriott can use the opportunities of artificial intelligence, smart hotel technologies, and data analytics to improve the services offered to guests, such as StaySmart+. 
Threats: Other hospitality brands in the world, including Hilton, Hyatt, and Intercontinental Hotels Group, also provide stiff competition to Marriott(Mitchell et al., 2022). Moreover, online booking websites and other alternative accommodation solutions like Airbnb are also a major threat to the rivalry. 
[bookmark: _Toc224387854]PESTLE Analysis
Political Factors: High political stability, international relations and government tourism policy have a strong impact on the operations of Marriott. International travel demand may be influenced by visa policies, travel policies and taxation policies.
Economic Factors: The currency exchange rates, inflation rates and the general economic development in the world affect the purchasing power of travellers(Nair, 2020). The economic recessions also tend to result in decreased tourism and corporate travel budgets, and influence hotel occupancy rates.
Social Factors: The hospitality industry is undergoing transformation because of the changing preferences of consumers due to their interest in customised experiences, wellness tourism and sustainable tourism(Wark et al., 2021). There is a general demand among modern travellers to have technology-enhanced convenience and environmentally conscious accommodation.
Technological Factors: Hospitality innovation is largely influenced by technological advancement. AI, mobile apps, smart rooms, and information analysis help hotels enhance the experience of their guests and efficiency in their operations(Wehn et al., 2020). Marriott is also utilising technology, as evidenced by the example of StaySmart+.
Legal Factors: The data protection laws and consumer protection standards lure hospitality companies to pay obedience to employment legislations, health and safety rules, and safety(Pucci et al., 2020). International business demands adherence to international regulations.
Environmental Factors: The hospitality industry has developed a major concern about sustainability. The pressure on hotels to conserve energy, minimise waste and to take greener practices is on the rise.
[bookmark: _Toc224387855]Key Internal and External Stakeholders in the StaySmart+ Project
[bookmark: _Toc224387856]Internal Stakeholders
Product Development Team: The product development team is vital in the design and implementation of the StaySmart+ service. This team is to create the AI-based system of guest interaction, introduce the smart technologies in hotel facilities, and ensure the service corresponds to the brand standards and expectations of customers at Marriott.
Marketing Department: The marketing department will have the responsibility of marketing the service StaySmart+ to the target customers. Marketing campaigns, online promotions, and brand communication plans are created by this group to show the advantages of this new service(Nabukenya et al., 2024). Through their work, awareness is created, and customers interested in new experiences in the hospitality sector are drawn.
Sales Department: The sales department is working to achieve more bookings and alliances to StaySmart+. They collaborate strictly with corporate customers, travel agencies, and event planners and advertise the service and acquire reservations in the hotels that provide the new experience.
Hotel Management and Operations: The operational staff and the managers of the hotel business will have to deploy the StaySmart+ service on the property level(Pellecchia et al., 2022). They make sure that the employees are oriented on how to utilise the new technology and deliver high standards of service.
Information Technology Department: The IT department will handle the virtual infrastructure that will be needed to manage StaySmart+. It consists of AI platforms, mobile apps, guest data systems, and cybersecurity solutions to enable the efficient and safe functioning.
[bookmark: _Toc224387857]External Stakeholders
Customers and Guests: The core external stakeholders are the guests, as the success of StaySmart+ will rely on how satisfied they are and how they embrace the new services(Bonnevie et al., 2023). Their response will contribute to the overall changes made in future and changes made to the service.
Technology Partners: In the project StaySmart+, Marriott cooperates with third-party technology solutions, which create AI applications, smart rooms, and online services tailored to the hotel industry(Humphreys, 2024). Such partners bring in technical knowledge and novelty.
Travel Agencies and Online Booking Platforms: International travel agents and internet travel websites like Booking.com, Expedia assist in marketing user services to worldwide clients(Lehtinen and Aaltonen, 2020). They cannot be approached without the help of their partner, who will help them reach prospective customers and fill the hotel.
Government and Regulatory Authorities: Governments and tourism authorities affect operations in the hospitality industry through regulations, tourism policies, and sustainability demands(Kivits and Sawang, 2021). Avoidance of these rules leads to international operations falling into a smooth.
Investors and Shareholders: Shareholders and investors are also notable stakeholders since they extend finances towards huge projects, as is the case with StaySmart+. They hope that the initiative will grow revenue, market position, and long-term profitability.
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[bookmark: _Toc224387859]Product Development and IT Teams
Building, maintaining, and designing the StaySmart+ technology infrastructure is carried out by the product development and the IT departments. Their roles involve creating AI-based interaction systems with the guests, the implementation of individualised travel planning, and making sure that sustainability technologies are incorporated into the work of the hotels(Dimitrovski et al., 2021). 
These teams introduce innovation and technological acumen, which help Marriott to provide a contemporary hospitality service. Their efforts are efficient in terms of operational effectiveness and customer satisfaction. 
[bookmark: _Toc224387860]Marketing and Sales Departments
StaySmart+ service will create awareness and generate interest, and this is the role of the marketing department. This involves the formulation of advertising campaigns, the administration of the social media promotional campaign, and informing potential customers about the special advantages of the new service. 
The same departments help to boost revenue and enhance the competitive advantage of Marriott. Clearly, to promote StaySmart+ as a high-end hospitality experience, effective marketing and sales approaches can be used. 
[bookmark: _Toc224387861]Hotel Operations and Management
The operational staff and hotel managers will implement the StaySmart + service operationally at the hotel. They are also supposed to ensure training of employees on how to use the new technologies, ensure that service standards are maintained, and guests are served with personalised and efficient services. 
Teams of operational activities are critical towards the aspect of providing the customer experience that is assured by StaySmart+. This is because of their close contact with the customers, who assist in the provision of quality services(Helmefalk et al., 2023). They, however, can face certain issues like employee resistance to new technologies, training needs and how to fit the old processes to accommodate the new service.
[bookmark: _Toc224387862]External Stakeholders
The implementation of StaySmart+ is supported by some external stakeholders, like technology providers, travel agencies and government authorities. The digital infrastructure that assists AI-driven services is offered by technology partners, and travel agencies can market hotel services to international clients(Hollebeek et al., 2022). The government and tourism agencies provide a system of regulation and standards of sustainability to which the company has to adhere.
These stakeholders bring in quality resources, skills, and market access that help implement the project. Partnership with the external partners may speed the process of innovation and make the organisation widely recognised. Nevertheless, such drawbacks as regulatory compliance needs, the reliance on third-party technologies, and the ability to sustain good relationships in global markets might also be a problem.
[bookmark: _Toc224387863]Stakeholder Engagement Frameworks for the StaySmart+ Project
[bookmark: _Toc224387864]Stakeholder Analysis Using the Power–Interest Matrix
	Stakeholder
	Power Level
	Interest Level
	Management Strategy

	Senior Management / Executives
	High
	High
	Manage Closely

	Product Development Team
	High
	High
	Manage Closely

	Hotel Operations Managers
	High
	High
	Manage Closely

	Marketing and Sales Teams
	Medium
	High
	Keep Engaged

	Technology Partners
	Medium
	High
	Keep Engaged

	Travel Agencies and Booking Platforms
	Medium
	Medium
	Keep Informed

	Government and Regulatory Authorities
	High
	Low
	Keep Satisfied

	Customers / Guests
	Low
	High
	Keep Informed





[bookmark: _Toc224387865]Stakeholder Engagement Plan
	Stakeholder
	Engagement Method
	Frequency
	Responsible Team

	Senior Management
	Strategic meetings and progress reports
	Monthly
	Project Management Office

	Product Development & IT
	Technical workshops and development reviews
	Weekly
	Technology Team

	Hotel Operations Managers
	Implementation briefings and training sessions
	Bi-weekly
	Operations Department

	Marketing & Sales
	Campaign planning meetings
	Monthly
	Marketing Department

	Technology Partners
	Integration and system testing meetings
	Weekly
	IT Department

	Customers
	Feedback surveys and digital communication
	Continuous
	Customer Experience Team


[bookmark: _Toc224387866]Communication Plan
	Stakeholder
	Information Shared
	Communication Channel
	Frequency

	Senior Management
	Project progress, risks, financial updates
	Executive reports and meetings
	Monthly

	Product Development Team
	Technical updates and development milestones
	Internal collaboration tools
	Weekly

	Hotel Staff and Managers
	Training updates and operational procedures
	Workshops and internal emails
	Bi-weekly

	Marketing and Sales
	Launch strategies and promotional updates
	Marketing meetings and dashboards
	Monthly

	Technology Partners
	System integration updates and testing reports
	Virtual meetings and technical documentation
	Weekly

	Customers
	Service features and promotional information
	Website, mobile app, and email marketing
	Continuous





[bookmark: _Toc224387867]RACI Matrix for the StaySmart+ Project
	Project Activity
	Responsible
	Accountable
	Consulted
	Informed

	Development of StaySmart+ Technology
	Product Development Team
	Chief Technology Officer
	Technology Partners
	Senior Management

	Marketing Campaign Launch
	Marketing Team
	Marketing Director
	Sales Team
	Senior Management

	Staff Training for Implementation
	Operations Department
	Hotel General Manager
	HR Department
	All Hotel Staff

	System Integration and Testing
	IT Department
	Chief Technology Officer
	Technology Partners
	Operations Team

	Global Service Rollout
	Project Management Office
	Senior Management
	All Departments
	Customers and Partners
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[bookmark: _Toc224387869]Stakeholder Engagement in the StaySmart+ Project
In my position as the project manager of the implementation of the StaySmart+ service at Marriott International, the crucial role the project fulfils is involving important stakeholders in the project. Responsible stakeholders are senior management, product development teams, staff of a hotel operation, marketing departments, technology partners, and customers.
The 4Cs model, with communication, collaboration, consultation, and commitment, is one of the tools that may be useful in managing the relationship between stakeholders. This framework assists project managers in ensuring good relationships, involvement of stakeholders, and resolving possible conflicts(Humphreys, 2024). Using the 4Cs model, the project manager will be able to achieve transparency and long-term support from the stakeholders in the implementation process of StaySmart+.
[bookmark: _Toc224387870]Communication
Effective stakeholder engagement is based on communication. The project manager in the StaySmart+ project will have to open up clear and consistent communication channels in order to ensure that the project goals, timelines, and expectations are understood by all the stakeholders in the project. The exchange of information assists in eliminating uncertainty and misinterpretation and keeps the stakeholders abreast of events in the project.
The project manager would introduce a well-organised communication plan consisting of periodic updates on the project and progress, as well as stakeholder meetings. The top level of management would be provided with strategic reports on the project performance, financial investments and milestones in the implementation process(Kivits and Sawang, 2021). The operational teams and the staff operating within the hotels would be given comprehensive information on the integration of the system, staff training, and implementation of services.
Communication is also vital in conflict management. Conflicts can be experienced in big and international companies such as Marriott because there can be a difference in departmental priorities, resistance to change in technologies, or worries about resource allocation(Ki et al., 2020). Transparency in communication and inspiring open communication will allow the project manager to resolve the concerns at the earliest stage to avoid the escalation of the conflicts.
[bookmark: _Toc224387871]Collaboration
Collaboration entails the need to motivate the stakeholders to cooperate towards a common set of project goals. In the case of the StaySmart+ project, teamwork is essential due to the fact that the service is a combination of various functions, which include artificial intelligence technology, hotel operations, marketing strategies, and sustainability efforts. The contribution of each of these departments consists of specific knowledge to ensure the development and subsequent implementation of the service is a success.
Another way the project manager would encourage collaboration is by establishing cross-functional teams that would consist of the representatives of the IT, product development, marketing, operations, and customer experience departments(Edlmann and Grobbelaar, 2021). These departments would collaborate at various points of these projects, such as the development of the system, testing, training and the implementation of the services. The joint problem-solving sessions and collaboration workshops would also allow the stakeholders to exchange ideas and create innovative solutions.
Collaboration also assists in minimising conflicts since it makes the parties involved get to know each other's views. As an illustration, the concern operational teams might have is the feasibility of adopting new technology, whereas technological teams might be more interested in the functionality of the system(Kujala et al., 2022). The project manager can take these groups together in discussions where collaborative solutions to technological problems can be achieved to make sure that the technological solutions match the operational needs.
[bookmark: _Toc224387872]Consultation
Consultation involves taking the stakeholders into account in the decision-making process. Being a project manager, it is beneficial to consult the stakeholders because their views and experience are taken into consideration before crucial decisions are reached(Linzalone et al., 2025). This strategy enhances the satisfaction of the stakeholders and decreases resistance towards change.
In the construction of the StaySmart+, the project manager would also hold consultations with different stakeholders. As an illustration, the managers and the ground staff of the hotel would be consulted on the operational issues that might emerge in the implementation of the AI-driven guest interaction devices(Nair, 2020). They can share their thoughts that will be used in making sure that the technology that works in hotel rooms is practical and user-friendly.
Technology partners would also be consulted in terms of the capabilities of the system, the integration needs, and the matters of cybersecurity. They need to have experience in developing high-quality and safe technological prisoner designs. Equally, promotional strategies would be done in consultation with marketing and sales departments to ensure that the service is well marketed within the hospitality market.
[bookmark: _Toc224387873]Commitment
Continuation is the last phase of stakeholder involvement in the 4C model. Once communication, collaboration, and consultation are done, the stakeholders will be required to show dedication to the project goals. This is because commitment maintains the stakeholders as participants in the implementation of project decisions and the achievement of the desired results.
It is possible to promote commitment through the project manager clarifying the responsibilities of the stakeholders and making sure that all stakeholders are aware of their role within the StaySmart+ project. Tools such as the RACI matrix may be used to explain the accountability and responsibilities within the departments(Pellecchia et al., 2022). When stakeholders can see the effects of their input on the success of the project, chances are high that they can stick to the attainment of the project objectives.
Leadership support and organisational incentives can also enhance commitment. One of the ways through which the senior management can show commitment is to ensure that enough resources are allocated to the project, to support innovation, and to reward the input of employees in the project. Hotel staff training programmes will also be useful in enhancing commitment, as they will equip the employees with skills on how to effectively work with new technologies.
[bookmark: _Toc224387874]Evaluation of the Impact of Stakeholder Engagement on Business Performance and Recommendations for the Future
[bookmark: _Toc224387875]Impact of Stakeholder Engagement on Business Performance
Improved Service Innovation and Operational Efficiency
Service innovation and operational efficiency are among the greatest effects of well-achieved stakeholder engagement. In the StaySmart+ project, the project team includes internal stakeholders who raise their skills in the development of product design and the implementation of new high-technology solutions(Nabukenya et al., 2024). Through the combination of their efforts, it is possible to introduce artificial intelligence, customised travel planners, and facilities that are environmentally friendly into the hospitality services of Marriott.
Through engaging these stakeholders in the development process, Marriott shall be in a position to make the new service viable, effective, and customer-friendly. The workforce (operational) offers feedback on the daily running of the hotel, and this allows us to make sure that the technology does not interfere with the operations that are already in place(Mitchell et al., 2022). Subsequently, good interaction can minimise mistakes in operations and enhance productivity and efficiency in the overall performance of the hotel.
Enhanced Customer Experience and Brand Loyalty
Some of the most significant external stakeholders of the StaySmart+ service are the customers. This survey, customer feedback, and online communication tools can also enable Marriott to know the preferences and expectations of its customers more effectively(Holman et al., 2021). This kind of information is useful because the company can draft customised services that enhance customer satisfaction.
The StaySmart+ project is aimed at delivering AI-code-guided guest interaction and customised travelling. Marriott can achieve this by including the customers in the stages of developing and testing the service so that the functions provided can really add value to the guest. Through better customer satisfaction, enhanced brand loyalty, bookings and favourable online reviews are likely to be attained(Lehtinen and Aaltonen, 2020). The hospitality industry is very competitive, and by effectively interacting with customers, the business performance and market reputation can be greatly enhanced.
Stronger Strategic Partnerships
Other external stakeholders, including technology partners, travel agencies, and online booking platforms, also play an important role in influencing the success of the StaySmart+ project. A good interaction with the said stakeholders will help Marriott tap into their expertise in specialism and technologies, as well as global marketing networks.
The involvement of technology partners is related to the creation of AI-based systems and digital platforms applied in the StaySmart+ service. The travel agencies and online travel systems advertise the Marriott hotels to all four corners of the earth and are useful in boosting the occupancy and turnover(Pucci et al., 2020). Having the right relationship with these stakeholders promotes innovation and market expansion of Marriott.
Risk Reduction and Conflict Management
Engagement of stakeholders also helps in the management of risks and conflict management. The stakeholders can be reached at an early point of the decision-making process, and through this, the possibility of issues can be realised, and it is therefore addressed before it builds up into a big problem(Wark et al., 2021). Examples include the case when the operational staff can identify challenges in operation, such as the implementation of new technologies, and regulatory bodies can give their guidance on what should be implemented and what should not.
Consultation and collaboration would help the project manager to minimise the risks of the project and eliminate expensive delays. Successful stakeholder engagement thus provides easier implementation of the project and enhances the chances of expected business results.

[bookmark: _Toc224387876]Challenges in Stakeholder Engagement
Although engaging stakeholders can have a positive impact, it can face a number of challenges. Balancing conflicting expectations and priorities of various stakeholders is one of the common challenges(Wehn et al., 2020). The top management can be driven by profitability and strategic development, whereas the practical implementation issues can be given priority by the operational staff. In the same way, technology partners can focus on innovation, whereas customers can focus on the convenience of use and services.
A second issue is the level of engagement that remains constant in a global organisation such as Marriott(Westerman et al., 2020). When the hotels have operations in more than one country, differences in culture, communication, and differing regulatory environments may complicate the process of managing stakeholders.
Also, when introducing new technologies like AI-powered services, there is a risk of resistance to new systems unfamiliar to employees. Lack of adequate training and support can, in turn, make employees ineffective in adopting new technologies.
[bookmark: _Toc224387877]Recommendations for Future Stakeholder Engagement
Strengthening Digital Communication Platforms
Marriott needs to invest in modern digital communication platforms in order to increase stakeholder involvement in new undertakings. These platforms will be able to enable real-time interaction between the management of projects, hotel managers and corporate leadership. Virtual meetings, sharing knowledge and monitoring of performance in remote locations can also be enabled by using digital collaboration tools.
Expanding Employee Training and Development
To have the innovative hospitality services successfully implemented, employee engagement is a requirement. Marriott must offer enhanced training programmes to enable the adoption and usage of new technologies like AI-powered guest interaction features by the employees. The presence of ongoing learning will boost the confidence of employees and make them more willing to engage in other innovation projects in the future.
Enhancing Customer Feedback Systems
Marriott also needs to improve its customer engagement efforts by broadening digital feedback support. The use of mobile applications, loyalty programmes and online surveys may also have important information on customer preferences and their degree of satisfaction. This feedback could be analysed to assist the company in constantly enhancing the services and ensuring high customer-centricity.
Building Long-Term Strategic Partnerships
Long-term relationships with the technology providers and travel platforms should also be considered by the company. By developing a strategic partnership with the innovative technology firms, Marriott could remain at the top of the industry trends and provide the industry with a future offering of advanced infrastructure projects in the hospitality industry.
Implementing Structured Stakeholder Management Frameworks
Marriott ought to implement formal stakeholder management systems for all key projects. Elements like stakeholder mapping, engagement plans, and communication strategies are all tools that should be incorporated in the management of the project. Such structures will make sure that the engagement between stakeholders is coherent, structured, and in line with the business goals.
 


[bookmark: _Toc224387878]Conclusion
In conclusion, stakeholder engagement and strategic management of the project are critical to the successful execution of the StaySmart+ project at Marriott International. Being a global hospitality industry leader, Marriott has to align the efforts of different internal and external stakeholders to help the new service achieve the value it promises. The internal stakeholders will be vital in designing, promoting and implementing the StaySmart+ service, including the product development team, IT department, marketing and sales teams, and hotel operations staff. Meanwhile, external stakeholders such as customers, technology collaborators, travel agencies, the government, and investors provide the necessary resources, skills, and market access that venture in favour of the initiative.
The SWOT, PESTLE, stakeholder mapping, engagement plans, communication plans, and the RACI matrix analysis demonstrate that stakeholder management of a large-scale project should be organised. Moreover, the examples of the 4C model use, including communication, collaboration, consultation and commitment, illustrate how project managers can make a good relationship with stakeholders and resolve possible friction and loyalty with project milestones for the organisations.
The effective involvement of stakeholders will result in a number of positive business performance implications, among them being better service innovation, increased operational performance, customer satisfaction, and brand loyalty. Moreover, the active cooperation with the outside partners helps to empower Marriott to implement new technologies and have a competitive edge in the hospitality business environment across the world.
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