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[bookmark: _Toc225116332]Executive summary

This report provides a critical and comprehensive evaluation of stakeholder engagement in the successful commencement and completion of a global hospitality project. The project examines the implementation of StaySmart+, an AI-driven premium customer experience service designed to enhance guest interaction, operational efficiency, and sustainability performance within a multinational hotel group.
The report applies key academic frameworks including stakeholder theory (Freeman, 1984), Mendelow’s stakeholder matrix, the RACI model and the 4C’s stakeholder engagement model. Through critical analysis, the report demonstrates that stakeholder engagement is not merely a supportive activity but a strategic necessity that directly influences project success.
The findings highlight that effective stakeholder engagement fosters innovation, strengthens collaboration, improves customer satisfaction, and reduces resistance to organisational change. However, challenges such as cultural diversity, technological adaptation, conflicting stakeholder interests and ethical concerns, particularly relating to data privacy, must be managed proactively.
The report concludes that organisations that integrate structured stakeholder engagement strategies into project management practices are more likely to achieve sustainable competitive advantage, improved service delivery and long-term organisational success.
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Hilton Worldwide Holdings Inc. is one of the leading international hotel and hospitality companies in the world. The company was founded in 1919 by Conrad Hilton in Cisco, Texas and has since grown into a globally recognised brand within the hospitality industry. Over more than a century, Hilton has expanded significantly and as of 2025, operates over 9,000 hotels with more than 1.35 million rooms across 143 countries and territories worldwide (Smith, 2026). 
Hilton Hotels has a wide range of hotel brands that target different types of customers and price levels. This allows the company to serve both business and leisure travellers across the world. At the luxury end, Hilton includes brands such as Waldorf Astoria Hotels & Resorts and Conrad Hotels & Resorts which offer high end services, premium facilities and personalised experiences. In the upper upscale category, brands like Hilton Hotel & Resorts, Curio Collection by Hilton and DoubleTree by Hilton provide full-service accommodation aimed at both business and leisure guests (Au, 2026). For mid-range and focused-service options, Hilton operates brands such as Hilton Garden Inn, Hampton by Hilton and Tru by Hilton which offer more affordable stays with essential amenities.
As of 2025, the company added nearly 800 new hotels achieving a net unit growth of around 6.7% (Staff, 2026). The company experienced significant global growth and development, reinforcing its position as a leading international hospitality group with steady revenue growth observed between 2020 and 2025 (see Figure 1).
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Hilton Hotels aims to be the most hospitable company in the world by creating exceptional guest experiences, meaningful opportunities for team members, high value for owners and a positive impact in their communities. (Hilton, 2025)
The StaySmart+ project represents a strategic initiative aimed at enhancing customer experience through the integration of artificial intelligence, personalised services and environmentally sustainable practices. This service is designed to provide tailored travel recommendations, automated guest interactions and eco-friendly amenities that align with modern consumer expectations.

The rollout of StaySmart+ is planned within a six-month timeframe across selected international markets. The complexity of implementing such a service across diverse geographical and cultural contexts requires careful coordination and strong stakeholder engagement. Stakeholders play a critical role in influencing project outcomes and their support is essential for successful implementation.


[bookmark: _Toc225116334]Situational Analysis 

Situational analysis was popularized by Karl Popper as an appropriate method for the interpretation of history and as a basis for a scientific social science. It seeks an objective and positive explanation of behaviour through imputing a dominant goal or motive to individuals and then identifying the action that would be objectively appropriate to the situation as the action actually taken. Popper regarded situational analysis as a generalization to all social science of the prototypical reasoning of economics (Hoover, 2016). Nowadays, this method is used to evaluate company’s internal and external environment. It is used to understand the current business context, identify challenges, opportunities and risks and inform strategic decisions.
To ensure the successful design, launch and adoption of Hilton’s new service, a SWOT analysis is necessary which will examine Hilton’s internal capabilities and external threats, followed by a PESTLE analysis with SMART objectives to explore the broader external factors influencing the company.
[bookmark: _Toc225116335]SWOT Analysis

A SWOT analysis is a planning tool which seeks to identify the Strengths, Weaknesses, Opportunities and Threats involved in a project or organisation. It’s a framework for matching an organisation’s goals, programmes and capacities to the environment in which it operates (CIPD, 2025).
	Reputation- Hilton has a strong global brand and reputation provide credibility for adopting new technologies.
Sustainability- Focus on sustainability aligns with growing consumer expectations.
Establishment- Existing hotel infrastructure and staff support implementation 
	Inconsistency- Implementation complexity across multiple hotels may lead to inconsistent guest experience.
High investment- Invest in AI- systems and staff training.
Resistance- Potential resistance from staff or guests unfamiliar with AI-driven interactions.

	Differentiation- Stand out from competitors through advanced technology and personalised experiences.
Innovation- Expansion of AI capabilities into predictive guest preferences and upselling services.
Eco-friendly- Growing demand for sustainable travel and hotel experiences.
	Rapid technological change may require continuous upgrades. 
Data privacy risks associated with AI systems.
Competitors launching similar AI systems.


                      Strengths                                                                        Weaknesses
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PESTLE analysis identifies and evaluates how Political, Economic, Social, Technological, Legal, and Environmental factors impact business operations. The strategic planning framework helps business and project managers in the decision-making process.
A PESTLE analysis helps companies to determine how these factors will affect a business's performance and strategy in the long term. It gives an all-around view of the environment that business managers need to consider while contemplating a certain business idea or plan, based on the 6 elements of PESTLE analysis (Makos, 2024).
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SMART objectives are based on a framework used to create clear, structured and achievable goals. The word SMART is an acronym, meaning each objective should meet five key criteria: Specific, Measurable, Achievable, Relevant and Time-bound (CFI, 2022).









	PESTLE Factor
	Analysis and SMART Objectives

	Political
[image: Cycle with people with solid fill]
	Government regulations on AI and data protection may affect implementation.

	
	Smart objective: Ensure 100% compliance with all relevant data protection, an AI regulation within six months of launching StaySmart+.

	Economic
[image: Pound with solid fill]
	Economic conditions influence travel demand an hotel revenue.

	
	Smart objective: Increase revenue by 10% in participating hotels within six months through improved service efficiency.

	Social
[image: Family with girl with solid fill]
	Growing demand for personalised and sustainable experiences.

	
	Smart objective: Achieve 60% guest engagement with StaySmart+ features within three months.


	Technological
      [image: Programmer female with solid fill]
	 AI and digital systems need high reliability.

	
	Smart objective: Maintain 95% system uptime across all selected hotels within three months of launch.

	   Legal
   [image: Scales of justice with solid fill]
	Compliance with data protection laws (e.g. GDPR) is essential.

	
	Smart objective: Train 100% of staff on data protection policies before implementation.

	Environmental
      [image: Open hand with plant with solid fill]
	Pressure to adopt sustainable practises in hospitality.

	
	Smart objective: Reduce energy use and waste by 10% within six months through StaySmart+ initiatives.
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In conclusion, the SWOT and PESTLE analyses show that the introduction of StaySmart+ offers strong opportunity for the company to improve its position in the global hospitality market. Hilton’s established brand, international presence and existing technology provide a solid base for launching the service. External factors will also influence the success of StaySmart+. Advances in technology, increasing demand for personalised and sustainable travel and legal requirements around data protection are all important factors. 
Overall, the analysis suggests that if these challenges are managed effectively, StaySmart+ can improve customer experience, increase efficiency and support Hilton’s future growth. 
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Identification of key stakeholders for StaySmart+

According to R. Edward Freeman (1984), organisations should consider the interests of all stakeholders. This approach is relevant to StaySmart+ as the projects involves various groups whose support is essential for successful implementation.
Stakeholders are individuals or groups who have an interest in or are affected by the success of a project. Stakeholders are important because they can have a positive or negative influence on the project with their decisions. There are also critical or key stakeholders, whose support is needed for the project to exist (Becker and Bendig, 2023).
In the case of StaySmart+, stakeholders play a critical role in ensuring the successful design, implementation and adoption of the service across global markets.

Internal stakeholders are individuals or groups that are part of the organisation and are directly involved in its operations and decision-making processes. They have a direct interest in the success of the project, as it can impact their roles, responsibilities and performance (BBC Bitesize, 2024). In the context of StaySmart+, internal stakeholders within Hilton Worldwide Holdings include senior management, hotel managers and employees, all of whom play a key role in implementing and delivering the service. 

External stakeholders are individuals or groups outside the organisation who are affected by or have an interest in, the project but not directly involved in its day-to-day operations. Their influence may come from financial, regulatory or customer related interests (Rodgers, 2024). For StaySmart+, external stakeholders include customers, investors, technology providers, government bodies and suppliers, all of whom can influence the success and adoption of the service.

To effectively manage stakeholders involved in the StaySmart+ project, Mendelow’s Matrix is used to categorise stakeholders based on their level of power and interest. This allows the company to prioritise stakeholder engagement and allocate resources efficiently throughout the project lifecycle. 
Mendelow’s Matrix is a stakeholder analysis tool used to classify stakeholders based on their level of power, their ability to influence a project and interest, their level of concern or involvement in the project. It helps organisations prioritise stakeholders and determine appropriate engagement strategies to ensure successful project outcomes (Eriksen-Coats, 2018).
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                HighPower
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High Power- High Interest 
· Senior management
· Hotel Managers 
These stakeholders have significant influence over decision-making and are directly involved in the implementation of StaySmart+. They must be actively engaged and closely managed to ensure project success.

High Power- Low Interest 
· Investors/Shareholders
· Government and Regulatory Bodies
These stakeholders have the ability to influence the project but less involved in daily operations. They should be kept satisfied through regular updates and compliance with regulations. 

Low Power- High Interest
· Employees
· Customers 
These stakeholders are directly affected by StaySmart+ but have limited influence over decisions. Keeping them informed and engaged is important to ensure adoption and positive feedback. 

Low Power- Low Interest
· Suppliers 
· External partners
These stakeholders have limited influence and interest in the project. They require minimal monitoring but should still be considered where necessary. 

Overall, Mendelow’s Matrix highlights that senior management and hotel managers are the most critical stakeholders in the StaySmart+ project. By prioritising these key stakeholders groups, the company can ensure effective communication, reduce risks and support the successful implementation of the service. 
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This section will identify and analyse the roles, responsibilities, challenges and benefits of key stakeholders involved in the StaySmart+ project by applying RACI matrix. This approach provides a structured way of understanding how each stakeholder contributes to the successful design, implementation and adoption of the service. 
A RACI matrix is a project management tool used to clearly define stakeholder involvement by categorising them into four roles: Responsible, those who complete tasks, Accountable, those ultimately answerable for outcomes, Consulted, those who provide input and expertise and Informed, those kept updated on progress (Horkan and Horkan, 2023). For Hilton, this framework is particularly useful in managing a complex, global project such as StaySmart+.
The use of RACI matrix helps ensure clear communication, reduces confusion over roles and improves coordination among stakeholders. This is essential for the StaySmart+ rollout as it involves multiple stakeholders across different locations, all of whom must be aligned to achieve successful implementation within the planned six-month timeframe. 
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	Stakeholders
	RACI Roles
	Responsibilities
	Challenges
	Benefits

	Senior Management 
	       A
	Approve strategy, finding an overall direction
	Balancing costs and risks
	Business growth

	 Hotel Managers
	       R
	Oversee implementation and daily operations
	Managing stuff adaptation and training
	Improve hotel performance and efficiency

	Employees
	       R
	Deliver service using AI tools and interact with guests
	Adopt a new technology
	Skill development and improved workflow

	IT/Tech Teams
	       R
	Develop, implement and maintain AI systems
	System reliability and cybersecurity risks
	Innovation and improved system efficiency

	Customers
	     C/I
	Use StaySmart+ features and provide feedback
	Adapting to new digital services
	Personalised experience and convenience

	Investors/Shareholders
	       I
	Monitor performance and returns
	Concern over return of investments and risks
	Increase profitability

	Government and Regulators 
	      C
	Unsure legal compliance
	Enforcing strict regulations
	Long term partnerships
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Senior Management (Accountable)
Senior management at Hilton Worldwide Holdings are accountable for the overall success of StaySmart+. Their primary role is to provide strategic direction, approve budgets and ensure the project aligns with organisational goals. They are responsible for making key decisions regarding investment in AI technologies and sustainability initiatives.
However, they face challenges such as balancing the high costs of implementation within expected returns, as well as managing risks associated with new technologies. Despite these challenges, the benefits include increased competitiveness, long term growth and enhanced brand reputation through innovation and sustainability.

Hotel Managers (Responsible)
Hotel managers are responsible for implementing StaySmart+ at the operational level. Their role involves overseeing daily activities, ensuring staff are trained and making sure the new systems are integrated smoothly into existing hotel operations.
They may face challenges such as resistance to change from staff, operational disruptions during implementation and maintaining service quality while adapting to new systems. However, successful implementation can lead to improved efficiency, better guest experience and enhanced hotel performance.

Employees (Responsible)
Employees are also responsible for delivering the StaySmart+ service directly to guests. Their responsibilities include using AI tools, assisting customers with new features and maintaining service standards. Challenges include adapting to new technologies, potential lack of training and fear of job displacement due to automation. However, benefits include skill development, improved workflows and opportunities to work with advanced technologies which can enhance job satisfaction.

IT/Technology Teams (Responsible)
IT teams are responsible for developing, implementing and maintaining the technological infrastructure of StaySmart+. This includes AI systems, data management and system integration across hotels. They face challenges such as ensuring system reliability, preventing cyber security threats and integrating new technologies with existing systems. The benefits include driving innovation, improving system efficiency and contributing to company’s digital transformation.

Customers (Consulted/Informed)
Customers are consulted and informed as they are the end users of StaySmart+. Their role is to engage with the service, provide feedback and influence its success through adoption. Challenges include adapting to new digital tools and potential concerns over data privacy. However, benefits include a more personalised, efficient and convenient hotel experience which enhances satisfaction and loyalty.

Investors (Informed)
Investors are primarily informed about the progress and outcomes of StaySmart+. Their role is to monitor financial performance and ensure the project delivers a positive return on investment. Their main challenge is uncertainty regarding the financial success of the project particularly due to high initial costs and market risks. However, if successful they benefit from increased profitability, business growth and stronger market positioning.

Government/Regulators (Consulted)
Government bodies and regulators are consulted to ensure that StaySmart+ complies with legal and regulatory requirements particularly in areas such as data protection and AI usage. Challenges include strict regulations and varying laws across different countries which can complicate global implementation. However, compliance ensures legal protection, builds trust with customers and support sustainable operations.

Suppliers (Consulted)
Suppliers are consulted as they provide the resources needed for sustainability features and technological support. They may face challenges in meeting Hilton’s sustainability standards and adapting to new service requirements. However, they benefit from long term contracts, business growth and strengthened partnerships with a global brand.

Overall, the RACI analysis highlights the importance of clear role allocation among stakeholders ensuring effective collaboration and supporting the successful implementation of StaySmart+ across Hilton's global operations.


[bookmark: _Toc225116343]Engagement plan

A stakeholder engagement plan is a structured approach used to identify how and when stakeholders will be communicated with, involved and managed throughout the project. It outlines the methods, frequency and type of communication required to ensure that stakeholders are informed, engaged and aligned with the project objectives (APM, 2025). For Hilton, an effective stakeholder engagement plan is essential for the successful rollout of StaySmart+ as it ensures clear communication, reduces resistance to change and promotes collaboration across different stakeholder groups.
This section outlines how different stakeholders will be engaged, including the method of communication, frequency of interaction and level of involvement required to ensure collaboration, minimise resistance to change and support the successful rollout of StaySmart+ within the planned six-month timeframe. 
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	Stakeholder Group
	Engagement Strategy
	Communication Methods
	Frequency
	Purpose

	Senior Management
	High-Level Meetings
	Executive Meetings, Progress Reports
	Bi-Weekly
	Strategic Updates and Decision-Making

	Hotel Managers
	Operational coordination
	Training sessions and weekly calls
	Weekly
	Implementation support

	Employees
	Staff training and feedback
	Workshops in internal newsletters
	Bi-weekly
	Training and addressing concerns

	IT
	Technical coordination
	Technical meetings and e-mail update
	Weekly
	System integration and support

	Customers
	Customer service and updates
	Surveys mobile app notifications
	Monthly
	Gather feedback and inform

	Investors
	Financial reporting
	Quarterly reports and investor briefings
	Quarterly
	Risk on investment updates and performance review

	Government
	Regulatory compliance
	Compliance reports and consultations
	Quarterly
	Ensure legal and regulatory adherence

	Suppliers
	Partnership coordination
	Supplier meetings and joint planning
	Monthly
	Align on deliverables and standards
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In conclusion the stakeholder engagement and communication plan plays a critical role in ensuring the successful implementation or StaySmart+. By clearly identifying how each stakeholder will be engaged, informed and involved, the plan supports effective communication in collaboration throughout the project lifecycle. 
The plan ensures that key stakeholders, such as senior management and hotel managers, are closely engaged in decision-making, while others, including employees, customers and external partners, are appropriately informed and consulted. This helps to reduce resistance to change, improve stakeholder alignment an enhanced overall efficiency of the rollout process.
Overall, an effective engagement and communication strategy will contribute to the successful adoption of StaySmart+, ensuring that project meets its objectives and delivers long term value for both organisation and its stakeholders.


[bookmark: _Toc225116345]Conflict Management using 4C Model

In large scale projects such as the implementation of StaySmart+, conflicts between stakeholders are likely to arise due to differing interests, priorities and expectations. Effective conflict management is therefore essential to ensure smooth collaboration and successful project delivery. The 4C model of conflict management provides a structured approach to addressing and resolving conflicts in a constructive manner.
The 4C model focuses on four key strategies for managing conflict: Communication, Collaboration, Compromise and Control. These elements help project managers address disagreements, maintain stakeholder relationships and minimise disruptions to the project.
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Communication
Communication is the foundation of conflict management, as it helps prevent misunderstandings and align stakeholder expectations.
Research by Jehn and Bendersky (2003) highlights that conflict when managed through open communication, can improve team performance and decision making by encouraging the exchange of ideas. 
Application to StaySmart+
· Clear communication between IT teams, hotel managers and staff is required to ensure the understanding of AI systems. 

Collaboration
Collaboration focuses on working together to find mutually beneficial solutions. According to Rahim (2011), an integrating collaborative conflict style where both parties seek a win-win solution, is generally the most effective for long-term outcomes (Gross and Guerrero, 2000).
Application to StaySmart+
· Involving employees in system design increases acceptance.
· Collaboration ensures smooth tech teams and managers to ensure a smooth implementation.

Compromise
 Compromise involves finding a middle ground where each stakeholder gives up something. Research suggests that compromises is useful when quick decisions are needed, although it may not produce the most optional outcome compared to full collaboration. 
Application to StaySmart+
· Balancing cost concerns with quality expectations.

Control 
Control offers the use of authority and decision-making power to resolve conflicts. While collaborative approaches are often preferred, Rahim (2011) acknowledges that most directive approaches may be necessary in situations requiring quick or decisive action. 
Application to StaySmart+
· Senior management making final decisions on budget or strategy.
· Ensuring project deadlines are met during the six-month rollout.

Overall, the 4C model provides a balanced and flexible approach to managing conflict within StaySmart+ project.
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The evolution of stakeholder engagement within Hilton provides a strong foundation for the implementation of StaySmart+. Hilton’s shift towards a more inclusive and sustainability focused approach, supports the engagement of diverse stakeholders which is essential for a technology driven service. Existing initiatives and digital capabilities align well with AI and personalisation features of StaySmart+.
However, challenges remain. The introduction of AI systems may create resistance among employees due to skills gaps and concerns about the job roles, while customers may be hesitant about data privacy. In addition, Hilton’s global operations require stakeholder engagement strategies to be adapted across different regions, increasing complexity. To address these issues, the company should strengthen digital communication channels to improve real- time engagement, enhance employee training to support the new project and clearly communicate data protection measures to build trust. Lastly, localising engagement strategies and strengthening collaboration with technology partners will support effective implementation. 
To support the long-term success of StaySmart+, Hilton should continue to strengthen its stakeholder engagement strategies. Firstly, the company should enhance the use of digital communication platforms, such as mobile applications and AI driven tools, to enable real time interaction and feedback from both customers and employees. This will improve responsiveness and support continuous service improvement.
Secondly, greater emphasis should be placed on employee engagement through ongoing training and involvement in decision making processes. This can reduce resistance to change and ensure effective adoption of new technologies.

[bookmark: _Toc225116347]Impact on business performance

Enhancing innovation and product development 
The introduction of StaySmart+ is expected to have a positive impact on business performance by enhancing innovation and supporting continuous product development. The integration of AI- driven guest interaction and personalised travel planning, enables the company to deliver a more tailored and efficient services improving customer experience and satisfaction.
From innovation perspective, StaySmart+ encourages the adoption of advanced technologies, allowing Hilton to remain competitive in a rapidly evolving hospitality market. The use of data analytics and AI can support ongoing product development by identifying customer preferences and trends, enabling the company to refine and improve its service offerings over time. 
Overall, StaySmart+ enhances Hilton’s ability to innovate, adapt to market demands and continuously develop its services, leading to improved operational performance and a stronger competitive position. 
 













[bookmark: _Toc225116348]Building customer trust and brand reputation

The implementation of StaySmart+ is expected to strengthen customer trust and enhance brand reputation. By integrating AI driven services and personalised experiences, Hilton can deliver more consistent, efficient and tailored interactions which are key factors in building customer satisfaction and loyalty. Trust is particularly important when introducing new technologies. Clear communication regarding data usage, privacy protection and the benefits of AI driven services is essential to reassure customers and encourage adoption. By demonstrating transparency and reliability, the organisation can reduce concerns associated with digital innovation and strengthen customer confidence. 
In addition, the inclusion of sustainability and focused amenities within StaySmart+ supports Hilton’s commitment to responsible business practices. This aligns with increasing consumer expectations for environmentally mindful services, further enhancing brand perception.
In conclusion, StaySmart+ contributes to building a long-term customer trust and reinforces Hilton’s reputation as an innovative, customer-focused and sustainable hospitality brand which is essential for maintaining competitiveness in the global market.



[bookmark: _Toc225116349]Conclusion
In conclusion, this report has critically examined the development and implementation of StaySmart+ at Hilton, highlighting the importance of effective stakeholder management in assuring project success. The situation analysis including SWOT and PESTLE demonstrated that while Hilton has strong capabilities in innovation, global presence and brand reputation, you must also address challenges related to technological adoption, stakeholder expectations and external market conditions. The application of stakeholder theory, alongside tools such as Mendelow’s Matrix and the RACI framework, emphasised the need to identify, prioritise and clearly define stakeholder roles and responsibilities. Furthermore, the stakeholder engagement and communication plan illustrated how effective interaction can support alignment, reduce resistance and improve collaboration throughout the project life cycle.
Additionally, the use of the 4C model highlighted the importance of managing conflict through communication, collaboration, compromise and control ensuring that stakeholder relationships are maintained and project disruptions are minimised.
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