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Introduction 
The fast advancement of technology, rising customer expectations and increasing pressure to operate sustainably are all contributing to significant change in the global hospitality sector. This report critically focuses on how input from stakeholders helps Marriot International’s premium customer experience service, StaySmart+, launch successfully around the world. Considering a planned launch across few international hotels in the next six months, StaySmart+ combines AI-driven guest interactions tools, customised travel planning and environmentally friendly facilities. Key internal and external stakeholders are identified and their roles, duties, advantages and difficulties are examined carefully.

The report identifies key internal and external stakeholder. Analyses their roles, responsibilities, benefits and challenges. Stakeholder theory and engagement frameworks, including stakeholder salience theory, stakeholder mapping, RACI matrices, communication planning and the 4 C’s engagement model, are applied to demonstrate how effective stakeholder engagement fosters collaboration, trust and commitment across diverse cultural and regulatory environments.

However, challenges such as staff resistance, ethical concerns related to data privacy and unequal acceptance of technology in international markets need to be handled with caution. Practical suggestions to improve stakeholder engagement and enhance Marriot’s long term business success and competitive advantage are included in the report’s conclusion.

Introduction to Marriot International Hotel and Project
One of the oldest and largest hotel and hospitality businesses in the world Marriot International. According to Marriott.com, (2026) the company has more than 30 leading brands and over 9,700 properties in 143 countries and territories to give people more ways to connect, experience and expand their world. Marriot has a significant corporate and operational presence in London which serves its European, Middle Eastern and African businesses, while having its global headquartered in United states. Marriot’s primary functions include the management of hotels and resorts, food and beverages services, branded housing and the administration of loyalty programs via Marriot Bonvoy. The Ritz-Carltons. Regis, W Hotels, JW Marriot and Marriot Hotels are just a few of the well-known luxury, premium and upscale brands that the company oversees. By applying technology to its advantage,Marriot strategically presents itself as a high end, environmentally friendly hotel company. To improve personalised visitors’ experiences and operational efficiency, the company has made major investments in digital platforms, mobile apps, customer relationship management systems and data analytics.

As state on Marriott International, (2024) A key aspect of Marriot’s corporate strategy is sustainability, which includes programs aimed at cutting carbon emissions, increasing energy efficiency, cutting waste and assisting local communities. Within the global hotel business, Marriot can effectively respond to shifting customer expectations and regulatory demands due to its strategic focus. 
Overview of StaySmart+ Project

Concierge services driven by AI enable visitors to request services, get suggestions and plan their stay in real time. Personalised trip planning offers customised routes, acting selections and local experiences based on visitor data. A smart room controls that saves energy usage, digital substitute for paper-based services and environmentally friendly solutions that suit visitors’ preferences are examples of services with sustainability focus.

StaySmart+  will be implemented at a few international hotels over the course of six months. Stakeholder involvement is particularly difficult because of the project’s worldwide size and technological complexity. While legal constraints like GDPR and future AI management structures differs between countries, cultural variations. Also affect how visitors and staff view AI and automation. Additionally, different locations have varying degree of technological acceptability and digital readiness. Therefore, effective engagement, alignments and commitment of various stakeholders’ groups throughout the project lifecycle are just as important to the success of StaySmart+ as a technical operation.
Situational Analysis: SWOT, Pestle and Smart Objectives

A Situational Analysis is essential to understand the internal and external factors that may influence the successful implementation of StaySmart. According to (Athuraliya, 2019). It provides the knowledge to identify the current opportunities and challenges of Marriot International, services and product. As a result, helps with devising a strategy to move forward from your current situation to your desired situation. The use of SWOT and Pestle frameworks allows to assess the readiness and environmental pressure while Smart objectives provide clear and measurable projects the outcomes. (Ni Business Info, 2018)

SWOT Analysis

Marriot loyal customers base and solid international brand recognition are two of its main advantages. The company already has advanced digital infrastructure that supports AI-enabled personalisation such as customer relationship management systems and mobile applications. Also (HTN Editors, 2025) states that Marriott wants Cloud-Native Platforms, AI Agents and Unified Guest Data to Power Smarter Hotel Operations. According to Wilkinson, (2024). Marriott International is advancing a digital transformation strategy centred on AI and cloud technologies to modernise operations and improve customer experience. The company is also strengthening cybersecurity and data privacy efforts following its settlement with the Federal Trade Commission. (Kostuch Media Ltd, 2025)Additionally, Marriot background in overseeing extensive multinational operations offers a strong basis for delivering projects worldwide.


However major weakness is the digital skills gap among frontline employees. Many staff members are trained primarily in traditional and may find using AI based solutions unsettling because they were trained in traditional, high touch and customer delivery. According to research, workers frequently oppose innovation when compromises tehri sense of self or their job security. Furthermore, a major is the financial cost needed for the worldwide implementation.

StaySmart+ is associated with significant opportunities The desire for seamless customised and environmentally friendly travel experience is still rising worldwide. Through waste reduction and energy management, AI technology can enhance operational efficiency an help achieve sustainability goals. Marriot can improve its competitive position by combining technology and interaction with people.
	
Cyber security and data privacy are major threat, especially in context of GDPR and other data protection laws. The acceptability of AI-driven services by guest might also be impacted by cultural variations in foreign countries. Systems outages or technological malfunctions could have a negative impact on customer satisfaction and brand reputation. Mostly importantly most of these threats are linked to stakeholders rather than technical issues which can emphasise how crucial it is to engage stakeholders effectively as a strategic goal 
Pestle Analysis 

Pestle acronym stands for factors like Political, Economic, Social, Technological, legal and Environmental, (Kompetenta.co.uk, 2025). The Pestle Analysis is impacted by a complex external environment that is typical of international hospitability operations as the Pestle study shows. The Primary obstacles are legal and regulatory ones especially GDPR and new AI governance frameworks. To reduce compliance risks, early communication with authorities and legal stakeholders is necessary. Considering that customer expectations for service quality and acceptance of AI-driven interactions differ significantly, social and cultural aspects are equally important. This emphasises the necessity of culturally appropriate to a standard worldwide strategy. Risks and possibilities are presented by technological and environmental considerations while differences in AI readiness may hinder adoption in some areas, sustainability pressure strengthen StaySmart+ strategic position. All factors considered, the Pestle study emphasises the need of proactive stakeholder engagement to control uncertainty, guarantee legitimacy and facilities a successful rollout


	Factors
	Impact on StaySmart+

	Pestle/Legal
	Compliance with GDPR, AI governance, labour laws

	Economic
	Inflation and rising operating costs may limit investments

	Social
	Mixed guest and staff attitudes towards AI technology

	Technological 
	Uneven digital maturity across hotels

	Environmental
	Pressure to reduce carbon footprint and waste 

	Legal 
	Ethical use of guest data and cyber security obligations



Smart Objectives
The StaySmart+ project also benefit from clear SMART objective to provide direction and measurable outcomes. The project aims to deploy StaySmart+ in 25 hotels across 3 regions within 6 months, and 85% staff adapting to the new AI tools and sustainability features. A further objective is to increase guest satisfaction by 15% through personalised experiences and reduced energy consumption by 10% using smart room controls. Finally, project must ensure full compliance with data protection laws and AI regulations in all areas. These strategies are specifically aligned with Marriot’s broader goals enhancing premium guest experiences, levering technology and supporting hospitality in practices.

	SMART
	Application to StaySmart+ Objectives

	Specific 
	Cleary define the project and its scope before implementing the AI enabled StaySmart+ service in a few Marrit hotel worldwide.

	Measurable
	By using environmentally friendly performance measures and guest feedback systems, boost guest satisfaction ratings by 15% and cut energy by 10%.

	Achievable
	Possible due to Marriot global IT skills, experience with technology-driven services improvements and current digital infrastructure. Successful implementation is further supported by a gradual rollout and organised staff training.

	Relevant
	Aligns with Marriot’s strategic aims which include leadership sustainability, personalised guest experiences and digital transformations 

	Time-bound
	Finish the project within the six months, guaranteeing accountability, continued progress and prompt project outcome review.




Identification and Categorisation of Stakeholders
As StaySmart+ affects many internal of internal and external stakeholders, effective stakeholder management is essential to the project’s success. Projects managers, IT and AI development teams operations and hotel management, frontline employees, marketing and sales teams, sustainability teams and taring departments and the board and senior leadership are examples of internal stakeholders. To validate the initiative across regions, the board and senior leadership must approve finances, oversee strategy and guarantee alignment with corporate goals. 

The project manager makes sure that every step is in line with operational and strategic objectives by supervising schedules managing risks and coordinating operations. While operations and hotel management oversee daily development, adjust procedures to suit local conditions and guarantee service quality, IT and AI development teams create, set up and maintain the technology infrastructure. Since frontline employees directly provide the guest experience, their involvement and use of AI are essential to getting the intended result. Teams in charge of marketing and sales to guests the benefits of StaySmart+, emphasising its customised services and sustainability adanatges.HR supports change management and reduces resistance by coordinating staff training and monitoring acceptance, while sustainability team makes sure that eco-friendly projects are carried out successfully.


External stakeholders are also significant. The primary beneficiaries are the guest and the projects ultimate success depends on their acceptance. While sustainability partners provide resources and experience for environmentally friendly projects, technology suppliers offer the AI platforms and integration support required for system operation. Regulators reduce legal and reputational risks by ensuring compliance to employment laws, data protection laws, and AI usage guidelines. Marriot’s sustainability and corporate social responsibility programs have an impact on local communities and investors expect measurable returns on investment alignment with business strategy and brand reputation preservation.

	Stakeholder Group 
	Type
	Why they matter to StaySmart+

	Senior Leadership & Board
	Internal 
	Provide strategic direction and financial approval

	Project & IT Teams
	Internal  
	Develop and implement the AI and digital systems

	Hotel Operations & Staff
	Internal 
	Deliver the AI-enabled guest experience in daily operations

	Marketing, HR & Sustainability Teams
	Internal 
	Promote benefits, manage training and ensure sustainable implementation

	Guests
	External 
	Primary beneficiaries: adoption determines overall success

	Technology & Sustainability Partners
	External 
	Provide technical infrastructure and environmental expertise

	Regulators & Investors
	External 
	Ensure legal compliance and financial performance

	Local Communities
	External 
	Influence and are affected by sustainability and CSR outcomes



Marriot may employ a Power-Interest Matrix to evaluate engagement activities by classifying stakeholders according to their degree of interest and influence. Due to their high levels of interest and power, senior management and regulators need regular communication and strict supervision. Frontline employees and visitors who have a greater interest but less formal power, should be kept informed. Monitoring is necessary to preserve social permission to operate in local communities, which have little influence and interest. Depending on whether they are directly or indirectly impacted by the project stakeholders can also be categorised as primary or secondary. Employees, guest and authorise are examples of primary stakeholders; suppliers, investors and local communities are examples of secondary stakeholders.

One important fact is that stakeholder influence differs greatly between regions and is impacted by technological readiness’s, regulatory frameworks and cultural norms. For example, North America have higher levels of guests’ acceptance of AI driven services compared to regions like Asia or Middle East may need more local adaption, reassurance and training. The variation empathises the value of customised, usually aware engagement strategies which guarantee that all stakeholders are suitable supported and in accordance with the goals of the project 
 
Roles, Responsibilities, Benefits and Challenges of Key Stakeholders

According to The Knowledge Academy, (2016) for StaySmart+ to be implemented successfully is crucial to comprehend the roles and responsibilities of stakeholders. Across Marriot’s international operations, the use of RACI Matrix avoids misunderstanding, fosters efficient cooperation and clarifies accountability. To ensure that project is in line with business goals ad long term business objectives, the board directors and senior leadership carry the primary responsibility for strategic choices and resource accountability in the situation. As the individual in charge, the project manager plans activities amongst departments and makes sure that deadlines and quality requirements are fulfilled. For instance, the project manages still in control of overseeing department and integration across hotel properties while IT and AI development teams oversee system design and execution throughout the development of AI driven concierge solutions.


The implementation of StaySmart+ at the hotel’s level is the responsibility of operational and hotel managers. They ensure that employees receive proper training, that procedures that are altered to suit regional requirements and that guests interactions are handled consistently. Guest views on AI driven interactions are significantly shaped by frontline employees who are in charge of providing services. Since opposition or lack of trust in technology may compromise service quality, it is essential that these employees be effectively engaged. While sustainability teams offer expertise in setting ecofriendly measures into action and tracking environmental results, marketing and sales teams are in charge external communications, promoting personalised and sustainable offerings to guests. The HR and training departments are in the position of creating and implementing focused educational programs, keeping a focus on employee acceptance and assisting with managing change projects.


In addition to offering extra value, external stakeholders face specific challenges.. therefore, they receive feedback, satisfaction ratings and adaptation to Stay Smart+, guests have direct impact on the success of the initiative. By using focus group, questionnaires, pilot programmes to interact with customers, Marriot can customise service to suit local taste. Technology vendors provide the platform and integration know how that are required but managing several foreign providers can be challenging because of varying standards, deadlines and expectations. Although they might need to be in line with regional laws or cultural customs, sustainability partners making sure environmental projects are carried out successfully. Regulators keep a close watch on adherence to the GDPR, AII ethics and other regulatory frameworks, which necessitates transparency and continuous reporting requirements. Shareholders and investors want proof of risk management, alignment with company strategy and demonstrable return on investment. In areas where Marriot has a substantial operational presence, involvement with local communities is epically crucial since, while being secondary stakeholders, they have an impact on the brand reputation and social authorisation to operate.
Technical know-how, operational experience, market awareness, credibility and resource access are among the advantages that stakeholders offer. For example, sustainability partners supply knowledge of the environmental best practices, while hotel managers contribute local contextual information that aids in culturally acceptable AI service adaptation. By actively using technology, staff members provide excellent guest experiences which encourages customer retention and loyalty in order to have a and a favourable company image. Regulators and other external stakeholders help by ensuring legal compliance that lowers risks and boosts stakeholder confidence.


Stakeholders, however, also encounter difficulties. The deployment of AI may be hindered by staff members low levels of digital literacy, communication barrier between the staff. According to 3g. network, (2024) they might have challenges like conflict interest, communication barriers and regulatory changes. Also replacing human connection with technology raises ethical questions. Project momentum might be hindered by departmental goals that conflict, technology adoption. Regulators may enforce different compliance standards in different countries and vendors may find it difficult to integrate across various hotel systems. Effective management of these difficulties necessities a blend of relational engagement, transparent communication and organised frameworks to promote commitment, alignment and trust.
Stakeholder Engagement Frameworks and Tools

Marriot uses several stakeholder engagement models to handle these complex relationships. Based on their urgency, legitimacy and power, The Stakeholder Salience Model developed by Mitchell, Agle and Wood (1997) is especially in used in determining which stakeholder need priority attention by assessing stakeholder power, legitimacy and urgency. (Harrin, 2024). As definitive stakeholders, senior management and regulators are regarded as having significant authority and legitimacy that necessitates close engagement. Despite having less official authority, frontline staff and visitors are very legitimate and urgent making them reliant stakeholders in need of constant advocacy and support. Marriot’s efficient resource allocation and proactive risk management are ensured by this priority.

Engagement Plan 
By defining the frequency, mode and subject matter of communication for every stakeholder Engagement Plan offers an organised technique for relationship management. For example, frontline employees take part in interactive training and pilot program demonstrations, while top management receives comprehensive progress reports and strategic briefings. Additionally, this plan takes cultural sensitivity into account, making sure that language, engagement strategies and communication styles are suitable for each are



	Stakeholder
	Engagement Purpose
	How they Engaged
	Frequency 

	Senior Leadership
	Ensure strategic alignment and funding approval 
	Executive reports, strategy meetings
	Monthly

	Project and IT teams
	Coordinate system development 
	Team meetings, progress reviews
	Weekly

	Hotel Mangers
	Support operational implementation 
	Operational briefings, guidance documents
	Weekly

	Frontline Employee
	Build skills and reduce resistance 
	Training sessions, pilot demonstrations
	During rollout and ongoing

	Marketing Teams
	Align guest communication strategy
	Campaign planning meetings 
	Monthly 

	Guests
	Encourage adoption and satisfaction 
	Surveys, personalised messages, app notifications
	Continuous 

	Regulators 
	Ensure legal compliance 
	Compliance reports, formal consultations
	At key stages 

	Investors 
	Demonstrates ROI and project progress
	Performance reports
	Quarterly

	
	
	
	



A structured Communication Plan is essential to sustain engagement during the six-month rollout period. The communication plan strategy for StaySmart+ should include multiple channels tailored to stakeholders needs. Senior leaders receive dashboards and milestones reviews, while managers and franchise owners get operational briefings and guides. Employees are supported through training and internal campaigns and guest through marketing and in hotel messaging on personalised and sustainability. Regulators are engaged via compliance documentation and consultations with consistent messaging to reduce uncertainty (Cornelisssen,2017)


	Stakeholder
	What is communicated 
	How 
	When 

	Senior Leadership 
	Progress, Risk, results
	Reports, meetings
	Monthly 

	Hotel Managers
	Implementation updates
	Emails, meetings
	Weekly 

	Employees 
	Training and system updates
	Workshops, internal messages
	During rollout 

	Guest 
	Benefits of personalisation and sustainability 
	Website, app, hotel displays 
	Continuous 

	Regulators 
	Financial performance 
	Formal documents 
	When its required 

	Investors 
	
	Reports 
	Quarterly 



These frameworks have been implemented by the previously stated RACI Matrix framework (Responsible, Consulted, Informed), which makes clear who oversees, accountable for, consulted about and informed about each project activity. Examples include HR oversees staff training, hotel managers oversee operational adaption: marketing teams oversee guest communications and senior management is notified of the results; and IT and AI teams are in control of designing AI systems with the project manager responsible for ensuring overall integration. The RACI Matrix eliminates uncertainty, facilitates coordination between regional and functional teams and assures no stakeholder group is overlooked by precisely defining roles.

	Activity 
	Senior Leadership 
	Project Manager 
	Hotel Managers
	Marketing
	IT Teams 
	HR

	Develop AI System
	I
	A
	I
	I
	R
	I

	Staff Training 
	I
	C
	A
	I
	C
	R

	Operational Changes 
	I
	C
	R/A
	I
	C
	C

	Guest Communication
	 I
	I
	C
	R/A
	C
	I

	Monitor Project Performance 
	 A
	R
	C
	C
	C
	C



R = Responsible (does the work)
A = Accountable (final decision authority)
C = Consulted (gives input)
I = Informed (kept updated)

The integration of these tools promotes trust, teamwork and dedication. Stakeholders are more inclined to engage significantly when their interest is recognised, their duties are clarified and they have access to transparent and timely information. Furthermore, implementing these adaptions to specific local conditions. For instance, communication strategi in Asian may prioritise hierarchical reporting and formal approvals, whereas in North American hotel may advantage from more informal, collaborative methods. Regulatory compliance measure differs, requiring tailored interactions with legal and governmental departments in each country.


As a result of the integration of these models, Marriot creates a systematic framework for stakeholder interaction that combines structure with relational dynamics. Systematics tools such as RACI Matrix, Communication Plan and  Engagement Plan offers clarity and accountability, yet social tactics including consistent feedback mechanisms and culturally sensitive communication, mitigate emotional resistance, ethical choices and local expectations. This comprehensive strategy ensures support for all stakeholder groups, reduces risks and assure the efficient and successful achievement of the project objectives.


Stakeholder Engagement Process and Conflict Management

The effective implementation of StaySmart+ relies significantly on continuous, proactive stakeholder involvement. The 4C’s framework-Communication, Consultation, Collaboration and Commitment; offers a systematic method for managing stakeholder interactions over the project lifetime. Each phase is customised to Marriot’s International operations, ensuring that cultural, legislative and operational factors are considered.

Communication provides the foundation of effective stakeholder involvement. StaySmart+ implements two-way communication channels to ensure transparency, consistency and clarity. Digital dashboard facilities real time oversight of project advancement, adaption indicators, and system effectiveness, available to both executive management and project teams. Cross-cultural communication is crucial, as the perception and adaption of AI driven differ among markets. In this case communication in European hotels may prioritise sustainability and GDPR compliance but in North America, the focus may be on customised AI concierge service to attract technology-oriented guests. Concise, customised communication reduces uncertainty, and fosters trust and prevents disinformation, to make sure that stakeholder comprehend the aims, timescales and anticipated advantages of StaySmart+.






Consultation ensures the integration of stakeholder feedback into decision making process. Staff workshops, pilot hotel feedback sessions and guest surveys are employed to obtain insights into operational profitability, cultural sustainability and guest satisfaction. These consultations, enables Marriot to identify potential challenges, change process and enhance AI generated recommendations to align with regional expectations. Engaging stakeholders early builds trust and promotes shared ownership of solutions, therefore reducing resistance and enhancing the probability of successful implementation. Consultation includes regulators, who help on compliance to local AI governance and data privacy rules, ensuring that potential legal or ethical issues are minimised before to full scale deployment.


Collaboration emphasises the collaborative development of solutions. To help with the actual implementation of AI tools and sustainability features, Marriot involves hotel managers and frontline employees in the design of services processes, while relationships with sustainability organisations support eco-friendly activities and creative energy management techniques, collaboration with technology providers ensures smooth system integration. Relationships are strengthened, knowledge is shared, and mutual responsibility is encouraged using this co design approach. Additionally, it enables Marriot to take use of local knowledge and cultural understanding, which raises the standard and relevance of services provided in a variety of m



Training, ongoing engagement and clear leadership support all promote commitment. While recognition and incentives programs encourage adaptation and competency in service delivery, targeted digital awareness programs and AI training, boost staff confidence and decrease resistance. Leadership sponsorship confirms StaySmart+ strategic significance and communicates the company’s dedication to its workforce and external stakeholders. To maintain accountability and momentum throughout the project duration, performance measures are monitored such as staff adaptation rates, energy savings targets and guest satisfaction scores.

	The 4C’s Stages
	Description
	Application in StaySmart+
	Expected Results 

	Communication
	Share clear and honest information
	-Use of digital boards to show progress,
-Send clear updates to staff and managers
-Adjust messages for different countries 
	People understand the project and trust it

	Consultation
	Ask for opinions and feedback 
	-Hold staff
workshops 
-Collect guest feedback
-Speak with regulators about data and AI rules
	Problems are identified early and trust increase

	Collaboration
	Work together to create solutions
	-Involve hotel managers and staff in planning
-Work in technology partners
-Partner with sustainability groups
	-Better ideas
- Smoother system use

	Commitment
	Keep everyone involved
	Provide AI and digital training
Reward good performance
Track guest satisfaction and energy savings 

	-High adaption, 
-Better service,
- Long term success



Conflict Management 
Considering stakeholders have different goals, concerns and cultural viewpoints, stakeholder conflict is inevitable throughout the StaySmart+ project’s 4c’s engagement stages. There is a significant conflict between technology automation and human centred hospitability: while leadership prioritise efficiency and innovation, people might be concerned about losing their jobs or providing less authentic services. By employing interest-based negotiation, the project manager resolves this dispute by concentrating on basic requirements rather than different points of views. While leadership seeks competitiveness and operational progress, employees seek job stability and high-quality services. Stakeholder interests are aligned and disagreement is decreased by presenting StaySmart+ as a technology that supports and I w3vsmproves employee service rather than taking its place. By adjusting communication and marketing to local expectations and acknowledging that cultural norms and acceptance of AI a differ, cultural intelligence further promote engagement in Marriot’s worldwide context.

To prevent, disagreement from delaying implementation, formal escalation paths offer an additional framework for resolving conflicts across departments or regions. To retain confidence, the project manager keeps things transparent, encourages communication and brings issues that remain to the attention of top leadership. the project manager ensures consistent message, inclusive feedback, cooperative problem solving and sustained adaption across the four 4C stages of communication, consultation, collaboration and commitment. All things considered using the 4C framework alongside with conflict resolution techniques like interest-based negotiation, cultural awareness and escalation protocols improves stakeholder alignment and raises the possibility that StaySmart will be successfully implemented globally throughout Marriot International’s operations. According to Team L.M, (2025) Designing clear escalation paths is essential for effective conflict resolution and swift issue management. It important to assess organisational structure to visualize roles, responsibilities and communication flow. Marriot Hotel having escalation paths defined, employees know exactly who to approach, reducing confusion and delays When escalation paths are clearly defined, employees know exactly who to approach, reducing confusion and delays. This clarity promotes escalation ethics, encouraging staff to escalate concerns responsibly without bypassing proper channels.

Impact of Stakeholder Engagement on Business Performance

The business performance of Marriott International’s StaySmart+ project is largely dependent on stakeholder engagement. The project’s success relies on how effectively stakeholder embrace and support these changes because it integrates sustainability elements, personalised guest experiences and AI throughout worldwide hotels operations. Engagement with guests through AI driven personalisation and smart room features meet up to their expectations, increasing guest satisfaction and loyalty. In addition to improving service delivery, employee engagement through training, consultation and teamwork increases confidence in using new technology. According to Freeman,(1984)  Key performance indicators of success are satisfaction ratings, loyalty retention, service quality and staff engagement all demonstrate measurable gains when both guest and employees are actively involved.

Furthermore, engagement with stakeholders improves sustainability performance, operational effectiveness and brand reputation. Honest and transparent interaction with authorities, sustainability partners and guests fosters confidence in StaySmart+ data use and environmental advantage, enhancing Marriot’s reputation as modern and ethical hospitality business. Internal cooperation between management, frontline employee and IT teams ensures the smooth execution of new workflow and automated systems, decreasing errors and increasing service speed and cost effectiveness. By promoting the proper use of eco-friendly facilities and energy efficient technology, engagement with sustainability stakeholders help achieve environmental goals and certifications. As a result of coordinated stakeholder involvement, measurements of performance including response time, energy use per room, operational cost per room and sustainability ratings all improve.


Finally strong engagement with stakeholders boosts overall strategy performance and lowers organisational risks. Early collaboration with technology partners and authorities enhances cybersecurity and reliability of the system while ensuring adherences to data protection and AI governance regulations. Prior to a worldwide implementation, regional managers and staff are consulted to identify any operational or cultural issues to reduce the possibility of customer dissatisfaction or service disruption. According to a balanced evaluation, this engagement effort to engage continuously improve financial results, internal efficiency, organisational learning and customer satisfaction. Marriot International, stakeholder engagement in StaySmart+ is therefore a strategic generator of performance, resilience and long-term value production in addition to being a relationship management activity 
	4C
	Main Conflict 
	Soltuin 
	Result 

	Communication
	Employees fear job loss due to automation
	Explain that StaySmart+ supports staff, not replaces them 
Share project vision, AI benefit, timelines and service impact through briefings and internal channels
	Build trust and reduces fear, employee feel valued and protected by the company

Ensure consistent messaging across regions and stakeholder groups

	Consultation
	Cultural differences in accepting AI
	Adapt communication to local cultures Employee feedback sessions, regional workshops, pilot feedback, surveys
	
Greater Global acceptance 

Interest based negotiation surfaces underlying concerns such as job security against efficiency 

	Collaboration
	Departments disagree on priorities
	Use interest-based negotiation to focus on shared goals
	Better teamwork Shared ownership 
Reduces departmental and cultural conflict

	Commitment 
	Delays due to unresolved issues
	Use clear escalation paths 
Monitor adoption, reinforce benefits and maintain engagement
	Faster problem solving and stronger commitment 

Escalation pathways 
Resolve dispute
Maintain accountability



Recommendations for Future Stakeholder Engagement 
Marriot International should implement ongoing and flexible strategies to improve long term involvement of stakeholders and company performance. First, through frequent surveys, workshops and performance evaluations, the business should create continuous feedback loops with stakeholders. Continuous feedback encourages innovation and service development while assisting in the prompt identification of employee and guest concerns. Ongoing personal development should also include improved staff training in digital literacy, data privacy and AI ethics, Employees that are aware of AI’s potential and ethical responsibilities are more at ease using technology while providing excellent customer service, which boosts uptake and productivity. (Stephen L. Vargo and Robert F. Lusch,2004) 

Secondly, local adaption and global consistency should be balanced in stakeholder interaction. Whilst a consistent worldwide structure ensures brand coherence, localised approaches enable Marriot to adapt to cultural norms, legal requirements and varying degrees of technological readiness in various markets. Stakeholder acceptance and trust AI enabled services are increased by customised communication and consultation strategies. (Hofstedee,2001) Long term relationship with producers of sustainable and ethical technology should also be top priority for Marriot. Constant cooperation with reliable partners promotes responsible hospitality practices and improves innovation, dependability and compliance.

Lastly, organisational governance and performance systems, need to incorporate stakeholder interaction. Marriot should connect engagement measurements and rewards to result like guests’ satisfaction, employee adoption, sustainability success and legal compliance. Accountability and ongoing are promoted by measuring and rewarding engagement (PMI.2021) Additionally, open management is crucial; customers, employees and authorities must all comprehend how AI - driven personalisation, data usage and sustainability programs align with Marriot ethical standards. Stakeholder trust and organisational legitimacy are increased when technology ana data practices are transparent (Bourne,2015)



Conclusion

In conclusion the analysis has shown that’s structured and ongoing stakeholder participation throughout the project lifecycle is just as important to the success of such global hospitability innovation as digital ability. Diverse stakeholders with a range of influence and expectations were discovered by the analysis, which also demonstrated by frameworks like stakeholder salience, engagement planning, the RACI matrix and the 4C’s model promote clarity, alignment and involvement in global marketplaces.

In general, enhanced guest satisfaction, employee commitment, brand reputation, operational effictincess, sustainability results and risk reduction are all influenced by successful stakeholder involvement in StaySmart. According to stakeholder theory (Freemn,1984) the quality of stakeholder connections is a direct impact on a company’s capacity to succeed in the global hospitality industry. Therefore, The StaySmart+ project serves as an example of how consistent and cooperative stakeholder management ensures technical innovation, which in turn enhances service quality and confidence. Marriot’s ongoing focus on inclusive participation, development of skills, and ethical collaboration will be to the long-term success and competitive edge of StaySmart+ and other digital hospitality project in the future
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