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Stakeholder Engagement for the Launch of Stay Smart+ at Hilton Hotels
Executive Summary
  Hilton Hotels and Resorts is one of the leading global hospitality companies, operating in more than 100 countries with over 7,000 properties worldwide. founded in 1919, Hilton has built a strong reputation for delivering high-quality accommodation, exceptional customer service, and innovative guest experiences. The company operates several well-known brands including Hilton Hotels and Resorts, DoubleTree, Conrad, and Waldorf Astoria. In the United Kingdom, Hilton has a significant presence with hotels located in major cities such as London and Birmingham. These hotels provide luxury accommodation, conference facilities, restaurants, and digital services designed to improve the overall guest experience. As competition in the hospitality industry continues to grow, organisations like Hilton must continuously innovate to meet changing customer expectations and technological developments. This report explores the importance of stakeholder engagement in the successful launch of a new service called Stay Smart+ at Hilton Hotels and Resorts. The hospitality industry is becoming increasingly competitive and technology-driven, which means that companies must constantly improve their services to meet customer expectation. Stay Smart+ is designed to improve the guest experience by combining digital services, personalised recommendations, and environmentally friendly solutions. 
Introduction 
In modern organisations, stakeholder engagement plays a crucial role in the success of projects and business initiatives. Stakeholders are individuals or groups who can influence ore affected by a project. Effective communication and collaboration with stakeholders help organisations achieve their goals, reduce risks, and improve decision-making. In the hospitality industry, stakeholder engagement is particularly important because services depend heavily on customer satisfaction, employee performance, and partnership with suppliers and service providers. If stakeholders are not properly involved in decision making processes, projects may face delays, increased costs, or failure to meet customer expectation. This report focuses on the launch of a new service called Stay Smart+ at Hilton Hotels and Resorts. The aim of this project is to enhance the customer experience by introducing advanced digital services, personalised guest support, and sustainable hospitality solutions. The report examines how stakeholder engagement can support the successful implementation of this project.


     2. SMART Objectives for Stakeholder Engagement Plan

	 
Objectives 
	
Specific 
	
Measurable
	
Achievable 
	
Relevant 
	
Time-bound   

	Improve Stakeholder Engagement
	Develop and improvement a structured stakeholder engagement plan targeting internal and external stakeholders.
	Achieve at least
80% stakeholder participation and increase satisfaction scores by 20% through survey and feedback forms
	Assign a dedicated stakeholder engagement team and allocate appropriate resources.
	Supports Hilton`s strategic goals of sustainability transparency, and customer
Satisfaction. 
	

	Enhance communication strategies 
	 Design and implement a comprehensive communication plan using digital tools and internal platforms.
	Increase communication reach by 30% and track engagement through response rates and feedback.
	Utilise existing communication channels such as emails, apps, and meetings.
	Ensure effective communication and builds stakeholder trust.
	

	Improve information sharing 
	Develop a structured system for sharing updates about the StaySmart+ project across all stakeholder groups.
	Ensure 90% of stakeholders receive monthly updates and track open/response rates.
	Implement using current digital platforms such as email and internal system. 
	Promotes transparency and keeps stakeholders informed.
	

	Enhance digital interaction 
	Introduce digital tools to improve stakeholder interaction and service experience.
	Reach 50% active usage of digital tools among stakeholders within the first 6 months. 
	Build on existing IT infrastructure and provide basic training.
	Improves efficiency and modernises stakeholder engagement.
	Within 6 months of implementation

	Boost customer experience 
	Implement improvements based on customer insights and service feedback.
	Increase customer satisfaction ratings by 10% and reduce complaints by 15%.
	Use customer feedback systems and staff training programs.
	Strengthens brand reputation and customer loyalty.
	






3. Identifying the Stakeholders
    3.a Identification of Stakeholders 
	Stakeholder Type 
	Stakeholder group 
	Roles and responsibilities 

	 

Internal
	Employees 
	Responsibilities for delivering daily services, supporting innovation, and ensuring a high level of customer experience in line with company standards. 

	
	Senior management  
	Set strategic objectives, manage overall operations, and ensure organisational performance and growth. 

	
	Board manager 
	Provide strategic guidance, monitor management performance, and ensure accountability and governance. 

	
	Investors 
	Provide financial resources, evaluate business performance, and influence major strategic decision. 

	

External
	Customer 
	Use services, provide feedback, and influence service improvement and brand efficiency. 

	
	Business partner 
	Support service delivery through collaboration, maintain quality standards, and ensure operational efficiency. 

	
	Government and regulators 
	Establish legal frameworks, monitor compliance, and ensure ethical and lawful business practices.

	
	Non-profit organisations 
	Promote sustainability and ethical practices and may collaborate on social responsibility initiatives.

	
	Local communities
	Are affected by business activities, contribute to workforce, and engage in social and environmental initiatives. 


 
3.b 
	Stakeholder groups 
	 
Benefits 
	
Challenges 

	Employees 
	· Improved skills through use of digital tools such as the Stay Smart+ system
· Increase productivity and better communication with guests 
	· Resistance to adopting new hotel technologies 
· Need for training and adaptation to new system.

	Senior Management 
	· Better decision-making using data insights for Stay Smart+
· Improve operational efficiency 
	· High implementation and maintenance costs 
· Managing change across the organisation 

	Board Members 
	· Stronger strategic direction and control 
· Improved organisational performance
	· Risk of poor investment decisions
· Need for continuous monitoring

	Investors 
	· Potential increase in profitability through innovation 
· Long –term growth and competitive advantage in the hospitality industry
	· Financial risks and uncertainty to technology investments 
· Pressure for short-term returns versus long term innovation

	Customers
	· Enhance guests experience through personalised Stay Smart+ services 
· Faster and more convenient services
	· Concern about data privacy and security
· Difficulty adapting to new digital hotel system 


	Business partner 
	· Improve coordination and efficiency through digital integration 
· Stronger partnership with Hilton through innovation
	· Integration of system with Hilton`s Stay Smart+ platform
· Dependence on Hilton`s digital processes and requirements

	Government and Regulators
	· Improved compliance with data protection and hospitality regulations
· Greater transparency in hotel operations 
	· Monitoring compliance with digital and data regulations 
· Adapting policies to rapid technological changes in hospitality 

	Non-profit Organisations
	· Opportunities to collaborate on sustainability and ethical initiatives 
· Support for Hilton`s corporate social responsibility programs
	· Limited influence on corporate decisions
· Dependence on Hilton`s willingness to collaborate 

	Local communities
	· Job creation and local economic development through Hilton operations
· Improvement in community and sustainability initiatives 
	· Environmental impact of hotel operations 
· Increase pressure on local infrastructure and resources 



 3.c stakeholder analysis tools 
	Power/Interest level
	High interest
	Low interest

	High power 
	Senior management 
	
Government and Regulators 

	
	Board manager 
	

	
	Investors 
	

	Low power 
	Employees 
	Non-profit organisations

	
	Customers 
	Local communities 

	
	Business partners
	


     




B) Stakeholders Mapping for index

In Hilton’s stakeholder mapping for the Stay Smart+ project, stakeholders are categorised based on their level of power and interest. High power and high interest stakeholders, such as senior management, the board of directors, and investors, are closely managed as they play a key role in decision-making and project success. Stakeholders with high power but lower interest, such as government and regulatory bodies, are kept satisfied to ensure compliance and avoid potential issues. Low power but high interest stakeholders, including employees, customers, and business partners, are kept informed as they are directly affected by the implementation of Stay Smart+. Finally, stakeholders with low power and low interest, such as non-profit organisations and local communities, are monitored to ensure their concerns are considered where necessary.




3.d      Stakeholder assessment 
	 
Stakeholder group/person
	
Level of interest 
	
Level of Involvement 
	
Level of Influence 
	
Level Impacted by Project 

	Employees 
	High 
	High 
	Medium 
	High 

	Senior Management 
	High 
	High 
	High 
	High 

	Board members
	High 
	Medium 
	High 
	High 

	Investors 
	High 
	Low 
	High 
	Medium

	Customers 
	High 
	Medium 
	Medium 
	High 

	Business partners 
	Medium 
	Medium 
	Medium 
	Medium 

	Government and Regulators
	High 
	Low 
	High 
	Low 

	Non-profit Organisations 
	Medium

	Low 
	Medium 
	Medium 

	Local communities 
	Medium 
	Medium 
	Low 
	Medium 



The stakeholder assessment provides a structured evaluation of the key stakeholder groups involved in the Stay Smart+ project at Hilton Hotels. Each stakeholder has been analysed based on their level of interest, involvement, influence, and the extent to which they are impacted by the project. Stakeholder such as senior management and the board members demonstrate a high level of influence and play a critical role in decision-making. Employees and customers show high interest as they are directly affected by the system. External stakeholders including investors and regulators, also have significant influence, particularly in terms of financial support and compliance. This assessment helps Hilton prioritise stakeholder engagement and ensure the successful implementation of the Stay Smart+ project.
 4.Roles of the Manager in Engaging Stakeholder
     4.a Communication plan
	
Stakeholder 
	
Weekly 
Meeting
	
Monthly 
Meeting
	
Weekly Project Status 
	  
Monthly 
Report 
	
Newsletter 
	
Exception 
Reports

	Internal to Project

	Employees
	XF2F
	
	X F2F
	
	
	

	Senior Management 
	
XVC
	
X F2F
	
X PIP
	
X VC
	

	
X TC

	Board members 
	
	
XF2F
	
	
X VC
	
X E
	
X PIP

	External to organisation

	Investors 
	
	X VC F2F
	
	X E
	X E
	

	Customer 
	
	
	
	
	X E
	

	Business parters
	
	
X F2F E
	
X E
	
	
	

	Government and Regulators
	
	
	
	
	
	
X E

	Non-profit 
Organisations
	
	
	
	
X E VC
	
	

	Local Communities
	
	
	
	
X E
	
X E VC 
	



This communication plan outlines how Hilton Hotel will communicate with each stakeholder group during the implementation of the Stay Smart+ project. Different communication methods, such as meetings, reports, emails, and digital platforms, are used to ensure that relevant information is delivered effectively. Stakeholders with higher level of influence, such as senior management and the board members, receive more frequent and detailed updates through formal meetings and reports. In contrast, stakeholders such as employees and customers are kept informed through regular communication channels, including emails and internal system. External stakeholders, including investors, business partners, and regulatory bodies, are engaged through appropriate reporting and communication methods based on their level of involvement. Overall, this plan ensures clear communication, supports stakeholder engagement, and contributes to the succesful implementation of the Stay Smart+ project. 

  4.b Level of Engagement
	Stakeholder
	Unaware 
	Resistant 
	Neutral 
	Supportive 
	Leading 

	Employees 
	
	
	C
	
	D 

	Senior Management
	
	
	
	
C
	
D 

	Board Members
	
	
	
	
	
C/D

	Investors 
	
	
	C
	
	 D 

	Customers 
	
	
	
	C
	D 

	Business Partners 
	
	
C
	
	D
	

	Government and Regulators 
	
	
	
C 
	
	
D 

	Non-profit organisations
	
	
	
	C 
	
D 

	Local communities
	
	
	
C 
	
	
D 


 
This stakeholder engagement analysis examines both the current (C) and desired (D) levels of involvment of each stakeholder group in the Stay Smart+ project at Hilton Hotels. The analysis shows that while some stakeholders, such as senior management and the board members, are already highly engaged and play a leading role in decision-making, others are currently less involved. For example, employees and customers are currently at a neutral or supportive level, but their engagement is expected to increase to leading level, as they are directly affected by the implementation of the Stay Smart+ system. Similarly, external stakeholders such as investors, business partners, and regulatory bodies may have lower current involvement, but their influence on financial operational, and compliance aspects. Improving stakeholder engagement across all groups is essential to ensure effective communication, stronger collaboration, and successful project outcomes. By moving stakeholders towards more supportive and leading roles, Hilton Hotels can enhance participation on ensure the smooth implementation of the Stay Smart+ project. 

 4.c RACI Matrix 
	Task activity 
	Project Manager
	Senior management
	
Employees 
	IT team
	Marketing team
	Investors 
	Customers

	Project planning 
	
R 
	
A 
	
C 
	
C 
	 
C 
	
I 
	
I 

	System development 
	
A 
	
C 
	
I 
	 
R 
	
I  
	
I 
	
I 

	Staff training 
	
R 
	 
C 
	
A 
	
C 
	
I 
	
I 
	
I 

	Marketing and promotion
	
C 
	
A 
	
I 
	
I 
	
R 
	
I 
	
C 

	Implementation 
	
R 
	 
A 
	
C 
	 
R 
	
C 
	
 I 
	
I 

	Monitoring and feedback 
	
R 
	
C 
	
C 
	
 C 
	
C 
	
I 
	
A 


 
The RACI Matrix is a key project management tool used to define the roles and responsibilities of stakeholders involved in the Hilton Hotel project. It helps ensure clarity by identifying who is responsible for tasks, who makes decisions, and who needs to be consulted or informed. In this project, responsible (R) stakeholders, such as employees, are directly involved in carrying out daily tasks and delivering services. Accountable (A) stakeholders, including management have overall authority and are responsible for ensuring that project objectives are achieved. Consulted (C) stakeholders, such as business partners, provide input and expertise that support decision-making. Their involvement helps improve service quality and operational efficiency. Informed (I) stakeholders, including investors, local communities are kept updated on project progress to maintain transparency and trust. Overall, the RACI matrix supports effective communication, reduces confusion, and ensure that all stakeholders understand their roles within the project, contributing to its successful implementation.
  5 Engaging stakeholders Using the 4C`s Model 
As a project manager at Hilton Hotel, effectively engaging stakeholders is essential for ensuring project success and maintaining strong relationships. Different stakeholders have different expectations, levels of power, and interests, which means a structured approach is necessary. The 4C’s model — communication, collaboration, consultation, and commitment — provides a useful framework for managing these relationships and addressing potential conflicts.
Communication is the foundation of stakeholder engagement. Clear and consistent communication ensures that all stakeholders are aware of project objectives, progress, and any changes. At Hilton Hotel, communication methods vary depending on the stakeholder group. For example, employees are engaged through regular meetings and internal updates, while investors and management receive formal reports and performance updates. Effective communication helps prevent misunderstandings and reduces the risk of conflict by ensuring transparency.
Collaboration involves working closely with key stakeholders to achieve shared goals. In a hotel environment, collaboration is particularly important between management, employees, and business partners. For instance, employees collaborate to deliver high-quality customer service, while management works with suppliers and partners to ensure smooth operations. Encouraging teamwork and open interaction improves problem-solving and leads to better decision-making. It also increases stakeholder satisfaction, as they feel actively involved in the project.
Consultation focuses on seeking input from stakeholders before making decisions. This is especially important for stakeholders such as customers, suppliers, and regulators. For example, customer feedback can help Hilton improve service quality, while suppliers can provide insights into operational efficiency. Consulting stakeholders helps identify risks early and ensures that decisions are more informed and balanced. It also reduces resistance, as stakeholders feel their opinions are valued.
Commitment refers to building strong relationships and ensuring that stakeholders remain engaged throughout the project. This includes maintaining trust, meeting expectations, and delivering consistent results. At Hilton Hotel, commitment is demonstrated through high service standards, ethical practices, and long-term partnerships. When stakeholders are committed, they are more likely to support the project and contribute positively to its outcomes. In addition to engagement, managing conflicts is an important responsibility of the project manager. Conflicts may arise due to differing priorities, such as profit goals from investors versus quality expectations from customers. By applying the 4C’s model, conflicts can be managed effectively. For example, communication helps clarify issues, consultation allows stakeholders to express concerns, and collaboration supports finding mutually beneficial solutions. Maintaining commitment ensures that relationships are preserved even after disagreements. Overall, the 4C’s model provides a structured approach for engaging stakeholders and managing conflicts within Hilton Hotel. By focusing on communication, collaboration, consultation, and commitment, the project manager can ensure that stakeholders are involved, informed, and aligned with project goals. This leads to improved performance, stronger relationships, and a higher likelihood of project success.
  6 Impact of Stakeholder Engagement on business performance and recommendations  
Stakeholder engagement plays a critical role in influencing the overall performance of Hilton Hotel. By actively involving key stakeholders such as employees, management, customers, investors, and external partners, the organisation can improve decision-making, enhance service quality, and achieve long-term sustainability.
One of the main impacts of effective stakeholder engagement is improved financial performance. When stakeholders such as investors and management are actively engaged, they support strategic decisions that lead to revenue growth and profitability. For example, investors who are well-informed and confident in the organisation are more likely to continue providing financial support. At the same time, management can make better decisions by considering input from different stakeholders, reducing risks and improving efficiency.
Another important area is operational efficiency. Engaging employees and business partners help ensure that daily operations run smoothly. Employees who feel valued and involved are more motivated, which leads to higher productivity and better service delivery. Similarly, strong relationships with suppliers and partners help maintain consistent quality and avoid disruptions in the supply chain. This is especially important in the hospitality industry, where service quality directly affects customer satisfaction.
Stakeholder engagement also has a strong impact on customer satisfaction and brand reputation. Customers who feel heard and valued are more likely to return and recommend the hotel to others. By collecting feedback and responding to customer needs, Hilton Hotel can continuously improve its services. Positive customer experiences enhance brand reputation, which is essential in a competitive market. In addition, stakeholder engagement contributes to employee satisfaction and retention. When employees are involved in decision-making and communication processes, they develop a sense of belonging and commitment to the organisation. This reduces staff turnover, which is a common challenge in the hospitality industry. Lower turnover leads to cost savings and ensures continuity in service quality. Another key impact is related to sustainability and corporate social responsibility (CSR). Engaging with external stakeholders such as local communities and regulators helps Hilton align its operations with environmental and social expectations. This can include reducing environmental impact, supporting local initiatives, and maintaining ethical business practices. These actions improve the organisation’s public image and ensure compliance with regulations. However, poor stakeholder engagement can negatively affect business performance. Miscommunication, lack of involvement, or ignoring stakeholder concerns can lead to conflicts, reduced trust, and lower efficiency. For example, dissatisfied employees may provide poor service, while unhappy customers may damage the brand through negative reviews.

Recommendations

To improve stakeholder engagement and enhance business performance, Hilton Hotel should consider several key recommendations.
 Firstly, the organisation should strengthen communication strategies by ensuring regular and transparent updates for all stakeholder groups. Using a mix of communication channels, such as meetings, emails, and digital platforms, can help reach different audiences effectively.
  Secondly, Hilton should increase stakeholder involvement in decision-making processes. This can be achieved by actively seeking feedback from employees, customers, and partners. For example, customer surveys and employee feedback systems can provide valuable insights for improvement.
 Thirdly, the company should focus on building long-term relationships with stakeholders. This includes recognising employee contributions, maintaining strong partnerships with suppliers, and engaging with local communities. Strong relationships increase trust and loyalty.
Another recommendation is to invest in training and development for employees. Well-trained staff are more confident, productive, and capable of delivering high-quality service, which directly impacts customer satisfaction.
 Finally, Hilton should continue to promote sustainability and ethical practices. Engaging stakeholders in CSR initiatives can improve the organisation’s reputation and ensure long-term success in a socially responsible way. Overall, effective stakeholder engagement has a significant positive impact on Hilton Hotel’s business performance. By implementing these recommendations, the organisation can strengthen relationships, improve efficiency, and achieve sustainable growth.

7. Conclusion

In conclusion, stakeholder engagement is a fundamental element in ensuring the success and sustainability of Hilton Hotel’s operations and projects. Throughout this report, it has been shown that identifying key stakeholders and understanding their roles, interests, and influence is essential for effective management and decision-making. The analysis highlighted that both internal stakeholders, such as employees and management, and external stakeholders, including customers, investors, business partners, and regulators, play a significant role in the organisation’s performance. Each group brings specific benefits but also presents certain challenges, which must be carefully managed by the project manager. The use of stakeholder analysis tools, such as the power-interest matrix, stakeholder assessment, communication plan, and RACI matrix, provides a structured approach to managing relationships and responsibilities. These tools help ensure that stakeholders are properly engaged, informed, and involved in the project, reducing risks and improving overall efficiency.
Furthermore, applying the 4C’s model — communication, collaboration, consultation, and commitment — supports effective stakeholder engagement and conflict management. By maintaining clear communication and encouraging collaboration, the organisation can build trust and achieve better outcomes.The evaluation of stakeholder engagement demonstrated its strong impact on business performance, including financial results, operational efficiency, customer satisfaction, and brand reputation. Engaged stakeholders contribute to long-term success and sustainability. Overall, Hilton Hotel can enhance its performance by continuing to improve stakeholder engagement strategies, focusing on transparency, involvement, and long-term relationships. This will ensure not only successful project implementation but also a strong competitive position in the hospitality industry.
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