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Introduction- 
This report critically evaluates stakeholder engagement in the development and implementation of a premium customer experience service, "StaySmart," within Marriott International. As one of the world's leading hospitality organisations, Marriott operates across more than 130 countries, offering a diverse portfolio of brands that cater to a wide range of customer segments. The organisation has established a strong competitive position through its commitment to innovation, customer satisfaction, and operational excellence. In recent years, the hospitality industry has undergone significant transformation due to technological advancements, shifting customer expectations, and increasing demand for sustainable practices.
The StaySmart service represents a strategic initiative designed to enhance customer experience through the integration of artificial intelligence, personalised travel planning, and environmentally sustainable amenities. The service aims to improve efficiency, increase customer satisfaction, and strengthen brand differentiation in an increasingly competitive global market. The rollout is planned over a six-month period across selected international locations, requiring coordination among multiple stakeholders operating in diverse cultural, economic, and regulatory environments.
Stakeholder engagement plays a critical role in ensuring the success of such initiatives.
According to R. Edward Freeman (1984), organisations must consider the interests of all stakeholders to achieve long-term success. This report applies stakeholder theory alongside strategic management frameworks to identify, analyse, and evaluate the roles of key stakeholders in the StaySmart project. It further explores engagement strategies, potential challenges, and the impact of stakeholder management on business performance.
Situational Analysis-
A comprehensive situational analysis is essential to understand both internal capabilities and external influences affecting the StaySmart project. A SWOT analysis highlights Marriott International's key strengths, including its strong global brand recognition, extensive operational experience, and established customer loyalty programmes. These factors provide a solid foundation for introducing innovative services.
Additionally, the organisation's financial strength enables significant investment in technological infrastructure and service development.
However, internal weaknesses include the complexity of managing operations across diverse geographical locations and potential resistance to technological change among employees. As noted by Kerzner (2017), organisational resistance to change is a common challenge in large-scale projects and must be managed effectively.
From an external perspective, the hospitality industry presents several opportunities.
Increasing demand for personalised travel experiences and sustainable tourism aligns with the objectives of the StaySmart service.
Advances in artificial intelligence also provide opportunities to enhance operational efficiency and customer engagement. However, the organisation faces threats such as intense competition from global hotel chains, economic uncertainty affecting travel demand, and cybersecurity risks associated with digital innovation.
The PESTLE framework further examines macro-environmental factors influencing the project.
Politically, international operations require compliance with varying regulations, particularly regarding data protection. Legal frameworks such as GDPR impose strict requirements on the handling of customer data, which is critical for Al-driven services. Economically, global fluctuations in exchange rates and inflation may impact both operational costs and consumer spending behaviour. Sorial trends indicate a growing preference for personalised and environmentally responsible services, supporting the strategic direction of StaySmart.
Technologically, rapid advancements in Al create both opportunities and challenges, requiring continuous investment and adaptation.
Environmental considerations are increasingly important, as stakeholders expect organisations to adopt sustainable practices. According to the World Travel and Tourism Council (2022), sustainability has become a key driver of competitiveness in the global tourism industry.
Stakeholder Identification and Categorisation-
The success of the StaySmart service depends on the effective identification and management of stakeholders. Stakeholders are individuals or groups that can influence or are affected by organisational activities. R. Edward Freeman (1984) emphasises that organisations must balance the interests of multiple stakeholders to achieve sustainable success.
Internal stakeholders in the StaySmart project include senior management, the project management team, IT and product development teams, marketing and sales departments, and frontline hotel staff. Senior management is responsible for strategic decision making and ensuring alignment with organisational goals.
The project manager plays a central role in coordinating activities and ensuring timely delivery. IT teams are responsible for developing and implementing Al systems, while marketing teams focus on promoting the service and engaging customers. Frontline employees are critical to delivering the service and shaping customer experience.
External stakeholders include customers, suppliers, technology vendors, franchise owners, investors, regulatory bodies, and local communities. Customers are the primary beneficiaries of the Stay Smart service, and their acceptance is essential for its success.
Technology vendors provide the infrastructure required for Al integration, while regulatory bodies ensure compliance with legal and ethical standards. Investors are concerned with the financial performance of the project, and local communities may be affected by operational changes.
Stakeholder categorisation can be effectively achieved using the power-interest matrix developed by Mendelow (1991). This model classifies stakeholders based on their level of influence and interest in the project. High-power, high-interest stakeholders, such as senior management are investors, require close management. Stakeholders with high interest but lower power, such as customers, require continuous engagement and communication.
This structured approach enables organisations to prioritise resources and develop targeted engagement strategies.
Stakeholder Engagement Strategies and Frameworks-
Effective stakeholder engagement requires the application of structured frameworks and strategic planning. The stakeholder matrix provides a systematic approach to identifying an prioritising stakeholders based on their level of influence and interest. This enables the organisation to tailor engagement strategies to different stakeholder groups.
The RACI matrix is also a valuable tool for clarifying roles and responsibilities, ensuring accountability and reducing ambiguity within the project. By clearly defining who is responsible, accountable, consulted, and informed, the organisation can improve coordination and minimise the risk of miscommunication.
A comprehensive communication plan is essential to ensure that stakeholders remain informed and engaged throughout the project lifecycle. This includes regular updates, meetings, and feedback mechanisms. Additionally, an engagement plan that incorporates training programmes, workshops, and customer feedback systems can help build trust and foster collaboration among stakeholders.
The power-interest matrix helps prioritise stakeholders (Mendelow, 1991)
Stakeholder Engagement Process and Conflict Management-
Each stakeholder group has specific roles and responsibilities that contribute to the success of the StaySmart project. Senior management is responsible for providing strategic direction and allocating resources. The project manager oversees planning, coordination, and execution, ensuring that project objectives are met within the specified timeframe. IT teams are responsible for developing and maintaining Al systems, while marketing teams focus on promoting the service and managing customer relationships. Frontline employees play a critical role in delivering the service and directly interacting with customers.
The StaySmart service offers several benefits to stakeholders. Customers benefit from personalised experiences and improved service quality. Employees may gain new skills and opportunities for professional development. The organisation benefits from increased operational efficiency, enhanced brand reputation, and improved competitiveness. According to Johnson, Scholes and Whittington (2017), aligning stakeholder interests can create value and contribute to long-term organisational success.
However, stakeholders may also face challenges. Employees may resist adopting new technologies due to lack of training or fear of job displacement. Customers may have concerns about data privacy and security. Cultural differences across international markets may affect the adoption of the service. Additionally, integrating new technology with existing systems may present technical challenges.
These issues highlight the importance of effective stakeholder engagement and communication.
Stakeholder Engagement Strategies and Frameworks- 
Effective stakeholder engagement requires the use of structured frameworks and strategic planning. The stakeholder matrix provides a systematic approach to identifying and prioritising stakeholders based on their level of influence and interest. This enables organisations to tailor engagement strategies to different stakeholder groups.
The RACI matrix is a valuable tool for clarifying roles and responsibilities. It defines who is responsible, accountable, consulted, and informed for each aspect of the project, reducing ambiguity and improving coordination.
According to Kerzner (2017), clear role definition is essential for effective project management.
A comprehensive communication plan is critical for ensuring that stakeholders remain informed and engaged throughout the project lifecycle.
This includes regular meetings, progress reports, and feedback mechanisms. An effective engagement plan should also include training programmes for employees, workshops to encourage collaboration, and customer feedback systems to gather insights and improve service delivery.
Stakeholder Engagement process and Conflict Mangement-
The stakeholder engagement process can be analysed using the 4C's model, which includes communication, collaboration, consultation, and commitment. Bourne (2015) highlights the importance of these elements in building strong stakeholder relationships. Communication ensures that stakeholders are aware of project objectives and progress. Collaboration encourages teamwork and shared problem-solving, while consultation involves actively seeking stakeholder input. Commitment focuses on building long-term relationships and ensuring stakeholder support.
Conflict is an inevitable aspect of stakeholder engagement, particularly in complex
international projects. Conflicts may arise due to differing priorities, cultural differences, or resistance to change. Effective conflict management requires transparent
communication, negotiation, and alignment of stakeholder objectives. The project manager plays a key role in facilitating dialogue and ensuring that conflicts are resolved constructively.

Evaluation of Stakeholder Impact on Business Performance-
Stakeholder engagement has a significant impact on business performance. Effective engagement can lead to increased customer satisfaction, improved employee morale, and enhanced operational efficiency. These factors contribute to stronger brand reputation and competitive advantage. According to Harrison Bosee and Phillips (2010), organisations that manage stakeholder relationships effectively are more likely to achieve superior performance.
In the context of the StaySmart service, successful stakeholder engagement can result in higher adoption rates, increased customer loyalty, and improved financial performance. Conversely, poor stakeholder management can lead to project delays, increased costs, and reputational damage. For example, failure to address employee concerns may result in resistance to change, while inadequate communication with customers may reduce acceptance of the serve. 
Recommendations-
To enhance stakeholder engagement, Marriott International should implement continuous feedback mechanisms to gather insights from both employees and customers. This will enable the organisation to identify issues early and make necessary adjustments. Investment in training programmes is essential to support employees in adapting to new technologies and reducing resistance to change. Developing culturally sensitive engagement strategies will help address the diverse needs of international markets.
The organisation should also strengthen data security measures to address customer concerns and ensure compliance with legal requirements. Transparent and consistent communication across all stakeholder groups is critical for building trust and maintaining alignment. Additionally, fostering collaboration between internal departments and external partners will enhance innovation and improve project outcomes.
Conclusion-
In conclusion, the successful implementation of the StaySmart service depends on effective stakeholder engagement across all stages of the project. By applying stakeholder theory and strategic frameworks, Marriott International can ensure alignment among diverse stakeholder groups and address the challenges associated with global service delivery. Although the project presents risks related to technological integration and cultural diversity, these can be mitigated through proactive engagement, clear communication, and strong leadership.
Ultimately, effective stakeholder management will enable the organisation to deliver a high-quality, innovative service that enhances customer experience and strengthens its competitive position in the global hospitality industry. The StaySmart initiative demonstrates how strategic stakeholder engagement can contribute to both short-term project success and long-term organisational sustainability.
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