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[bookmark: _Toc224377101]Executive Summary
The StaySmart+ project is the strategic move by Hilton to further develop its high-end hospitality experience by incorporating AI-based guest experience, travel planning, and environmentally conscious amenities in a few chosen hotels globally. The project aims to provide a smooth, customised, and green stay experience, and it will be launched worldwide within six months. On the contrary, its effective implementation depends on the active engagement of both internal and external stakeholders in various cultural and operational settings (Alabi, 2024). 
Internal stakeholders include board and senior leadership, project management, IT and AI development teams, operations and hotel management, frontline employees, marketing and sales team, sustainability team, human resources, and training team (Bourne, 2015). 
External stakeholders will be guests, technology vendors, sustainability partners, regulators, local communities, and investors. To attain operational alignment, service quality, regulatory compliance, and trust among the stakeholders, these groups are to be engaged effectively (Ashcroft, 2017).
The engagement strategy utilized structured models and tools to deal with intricate interactions, and models were established that were used to prioritise stakeholders, clarify roles, and ensure consistency and culturally sensitive communication. 
Interaction among all stakeholders was modelled on the 4C platform, and was fed by interest-based negotiation, cultural intelligence, and escalation paths aimed at resolving conflicts and maintaining alignment. Proactive stakeholder engagement can profoundly affect business performance, with the results including better guest satisfaction and loyalty, greater employee engagement, better brand image, better operational efficiency, desirable sustainability outcomes, and less risk (Christopher et al., 2013). Such obstacles as skill disparities, ethical aspects, competing interests, and cultural opposition were alleviated with the help of organized interaction and feedback (Das, 2023). 
It is recommended to participate in upcoming and ongoing engagements of frontline personnel, culturally specific communications, enhancing partnership with vendors and fellow sustainability stakeholders, well-governed and monitored, ethical governance, and scalable engagements. Through implementing these strategies, Hilton can be certain to both inform, align, and be committed, ultimately providing a successful implementation of a rollout of the StaySmart+ and establishing long-term value to the organisation and the worldwide stakeholders.
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[bookmark: _Toc224377102]Introduction
Hilton London is a branch of Hilton Worldwide Holdings Inc., which is one of the largest international hospitality companies with over 7,500 properties in more than 125 countries and territories, with a guest room capacity of about 1.2 million rooms worldwide (Derowitsch et al., 2025). Hilton operates a substantial collection of brands, including luxury brands like Waldorf Astoria and Conrad, full-service Hilton Hotels and Resorts in London alone, which represents a high-end but widely relevant positioning. Its core activities include accommodation, food and beverages, meetings and events, loyalty programmes (Hilton Honours), and a growing digitalisation of guest services and services on mobile apps and smart-room technology. Strategically, Hilton has focused on high-quality customer experience, technology adoption, and sustainability leadership, which is in line with its Travel with Purpose environmental and social responsibility model (Harrison et al., 2022). 
The proposed StaySmart + programme represents a high-end customer experience platform, which provides a combination of AI-based guest interaction applications, customised travel planning, and environmentally conscious facilities. The intelligence functions include virtual concierge services, predictive service delivery according to the guest's preferences, and real-time multilingual communications. Examples of what is included in personalised travel planning are itinerary management, local suggestions, and smooth integration of movement and things to do. Sustainability attributes include energy-efficient room management, minimal single-use plastics, and the choice of low-carbon capabilities.
The stakeholder involvement here is always complicated because the processes of hospitality take place on a global scale. Services and cultural distinctions govern the expectations of services and acceptance of technology, and regulatory demands related to data protection, labour standards, and environmental regulations differ across districts (Ashcroft, 2017). Furthermore, the effective implementation should rely on the alignment between the corporate leadership, hotel staff, technology partners, guests, and local authorities, and the systematic management of the stakeholders is a significant factor influencing the project's success. 

[bookmark: _Toc224377103]Situational Analysis: SWOT, PESTLE & SMART Objectives
[bookmark: _Toc224377104]SWOT Analysis
	Strengths
	Weaknesses
	Opportunities
	Threats

	Strong global brand reputation and loyalty base through Hilton Honors
	High upfront investment in AI systems, staff training, and infrastructure
	Growing demand for personalised and contactless hospitality experiences
	Cybersecurity risks and data privacy concerns related to AI-driven services

	Existing digital ecosystem (mobile app, digital key, CRM data) enables rapid integration
	Operational complexity across diverse properties and legacy systems
	Ability to differentiate from competitors through premium tech-enabled service
	Resistance from staff or guests unfamiliar with advanced technology

	Established sustainability programmes support eco-focused amenities
	Potential service inconsistency during the rapid six-month rollout
	Expansion into high-value tech-savvy customer segments
	Intense competition from Marriott, Accor, and independent luxury hotels

	Global procurement and partnerships capability
	Dependence on third-party technology vendors
	Opportunities for cost savings via energy efficiency
	Regulatory constraints across different countries



[bookmark: _Toc224377105]PESTLE Analysis
	Factor
	Key Issues for StaySmart+ Global Rollout

	Political/Legal
	Guest information must comply with legal regulations on data protection, including the EU General Data Protection Regulation (GDPR), alongside the local rules on AI control (Bharti and Aryal, 2023).

	Economic
	International travel recovery is lower than it was in 2024 global tourism, sharing a growth rate of about 88% of the output compared to the state before the pandemic, and travel-spending patterns are affected by inflation (UNWTO Tourism, 2025).

	Social
	During and after COVID-19, guests demand deeply personalised, seamless, hygienic experiences, and demand contactless services and digital interaction is thriving (Das, 2023). Service preferences and technology acceptance are under the impact of cultural differences. 

	Technological
	The rapid evolution of AI, the Internet of Things (IoT), and mobile platforms makes it possible to have intelligent hospitality solutions, yet they need robust cybersecurity and ongoing upgrades to be efficient (Chung and Tan, 2025).

	Environmental
	Hospitality also has its share of carbon emissions, and there is pressure to operate sustainably, as many travellers would love to be served by environmentally conscious accommodation providers (Legrand et al., 2022).



[bookmark: _Toc224377106]SMART Objectives
	Criterion
	Objective

	S
	Launch StaySmart+ across selected Hilton London properties and key international flagship hotels, delivering AI concierge, personalised planning, and sustainability features.

	M
	Achieve at least 30% adoption among eligible guests and a 15% increase in customer satisfaction scores within 12 months of launch.

	A
	Use existing digital platforms, trained staff, and strategic technology partners to ensure feasibility within available resources.

	R
	Supports Hilton’s premium positioning, digital transformation strategy, and sustainability commitments.

	T
	Complete phased global rollout within six months, with performance evaluation at 6- and 12-month post-launch.



[bookmark: _Toc224377107]Identification & Categorisation of Stakeholders
StaySmart + programme is a complicated system of internal and external stakeholders whose interests, impact, and expectations must be favorably coordinated so that the global implementation will be successful. Internal stakeholders are the board and senior leadership who directionally strategise and sign investment and monitors performance outcome; the project manager who balances timelines, resources, and cross-functional organisation; the IT and AI development team who design and integrate the technological infrastructure; and the operations and hotel managers who ensure implementation is repeated to the property level; frontline staff who delivers the guest experience; marketing and sales teams who position and promote the service; sustainability specialists which ensure that the environment meets targets; and the HR and training units who prepare employees to accept the new systems and new service standards. The internal stakeholders play a critical role in the project's success as they possess the means of control, regardless of what is required, and influence the day-to-day operations. It can enhance project viability and efficiency since their intimate understanding of the company culture and processes will ensure mitigation, critical feedback, and organisational alignment (Christopher et al., 2013). 
[image: ]
Figure 1: Stakeholder Power–Interest Matrix
Among the external stakeholders are guests whose use is the gauge of commercial success; technology providers that offer AI platforms and cybersecurity services; sustainability collaborators that offer eco-labelled products and energy provisions; regulators that control the use of data and governance of AI; local communities impacted by tourism business; and investors who want to know about their financial gains. Stakeholder theory underlines that organisations should be able to strike a balance among the interests of diverse groups of people to meet long-term value creation (Freeman, 1984). The key stakeholders are those who are necessary directly to the project delivery and the value creation, among which are leadership, employees, guests, investors, regulators, and major technology providers. Secondary stakeholders like the local communities, minor suppliers, and advocacy groups do not directly contribute to the service deployment, but they do shape the reputation and the social licence to operate. Stakeholder power is quite regional in global hospitality. Indicatively, in the European Union, regulators enjoy great control over the use of data, and guests may have greater expectations of digital services in high-technology markets like East Asia. Engagement strategies vary, in consequence, in respect of cultural norms, regulatory intensity, infrastructure maturity, and workforce capabilities to confirm the necessity of adaptive stakeholder management in the overall context of international operations (Mitchell et al., 1997). 

[bookmark: _Toc224377108]Roles, Responsibilities, Benefits & Challenges
	Key Activities
	Board / Senior Leadership
	Project Manager
	IT & AI Team
	Operations / Hotel Managers
	Frontline Staff
	Marketing & Sales
	Sustainability Team
	HR & Training
	Regulators
	Tech Vendors

	Strategic approval & funding
	A
	R
	I
	I
	I
	I
	I
	I
	I
	I

	Project planning & coordination
	I
	A/R
	C
	C
	I
	C
	C
	C
	I
	C

	AI system development & integration
	I
	C
	A/R
	C
	I
	I
	C
	I
	C
	R

	Operational implementation
	I
	C
	C
	A/R
	R
	I
	C
	C
	I
	C

	Staff training & capability building
	I
	C
	C
	C
	R
	I
	I
	A/R
	I
	C

	Marketing & service launch
	I
	C
	I
	C
	I
	A/R
	C
	I
	I
	I

	Sustainability feature deployment
	I
	C
	C
	C
	I
	I
	A/R
	I
	I
	C

	Compliance & data governance
	I
	C
	R
	C
	I
	I
	C
	I
	A/R
	C



The stakeholders of the rollout of the StaySmart+ have key capabilities that have a direct impact on the success of the project. Internal technical teams present domain expertise in artificial intelligence and data architecture, systems integration, which is needed to produce dependable digital services at scale. Hotel managers and frontline staff can provide contextual intelligence about guest expectations and service recovery practises, cultural specifics in local markets. This type of tacit knowledge cannot be easily codified, but it is still the focal point of good service within hospitality contexts (Bourne, 2015). The roles played by outside actors are also influential. Technology providers offer exclusive platforms and cybersecurity knowledge, whereas regulators offer institutional trustworthiness by tracking data protection acts and shopper regulations, and thus increase stakeholder confidence. Resource-dependence theory states that companies need to gain necessary and crucial external resources such as money, technology, and legal sanction by means of coordinating connections, and accordingly, stakeholder relations become a marker of methodical requirements instead of a selection of extracurricular action (Jiang et al., 2023). 
Along with these advantages, there are severe challenges faced by stakeholders. The lack of talent within a workforce can be an issue in the successful use of AI tools, especially when digital literacy is uneven among different regions. Studies have shown that adoption of technology in service sectors is likely to fail when frontline employees either receive no training or believe that systems pose a threat to their jobs (Bhattacharyya, 2024). There are also ethical issues surrounding how automation may lead to a loss of human touch that characterises hospitality. Research indicates that guests are at ease with efficiency, but too much automation may diminish the sense of warmth and an emotional attachment (Mandić et al., 203). Magnetic goals lead to one more source of tension; there is a clash of institutional logic, that is, the focus that investors have on financial returns and the environmental performance and sustainability team has. The issue of cultural resistance can also make the implementation process more challenging since the perceptions of data sharing, surveillance, and AI vary across civilisations (Perez et al., 2024).

[bookmark: _Toc224377109]Frameworks, Models & Engagement Tools
The stakeholder engagement of StaySmart+ needs well-constructed frameworks that value influence, manage involvement, and maintain trust in different markets. The Stakeholder Salience Model assigns stakeholders in terms of power, legitimacy, and urgency, which allows managers to distribute attention tactically (Mitchell et al., 1997). The regulators in this project have a high power and legitimacy since legal power in data protection exists, and the power of investors lies in the capital provision. Using the model, the engagement resources are directed towards the stakeholders whose involvement is critical in sustaining the project and therefore decreasing implementation risk within the complicated international setting. 
[bookmark: _Toc224377110]Stakeholder Engagement Plan (4C Model)
	4C Element
	Description
	Application to StaySmart+
	Key Stakeholders Involved

	Communication
	Information sharing
	Regular updates on rollout progress and benefits
	All stakeholders

	Consultation
	Seeking feedback
	Workshops on system usability and service design
	Staff, managers, guests, vendors

	Collaboration
	Joint decision making
	Co-development of operational processes
	IT teams, operations, vendors

	Commitment
	Long-term alignment
	Formal agreements and training programmes
	Leadership, employees, partners



The communication, consultation, collaboration, and commitment plan, as demonstrated in the 4C engagement plan, would provide organised communication, consultation, collaboration, and commitment to various stakeholders. Alabi (2024) claims that participative engagement is a source of trust and legitimacy, and the theory provided by Vroom and Yetton emphasises the importance of collaboration in gaining acceptance during decision-making. In the case of StaySmart +, this keeps frontline personnel, IT teams, and vendors on the same page globally. 
[bookmark: _Toc224377111]Communication Plan
	Stakeholder Group
	Communication Method
	Frequency
	Purpose

	Senior leadership & investors
	Executive briefings
	Monthly
	Monitor progress and risks

	Hotel managers
	Virtual meetings
	Bi-weekly
	Coordinate implementation

	Frontline staff
	Training sessions & intranet
	Weekly during rollout
	Build capability and acceptance

	Guests
	Mobile app notifications & email
	Pre and post launch
	Promote adoption

	Regulators
	Formal reports
	As required
	Ensure compliance

	Vendors
	Technical workshops
	Weekly
	Resolve integration issues



The organised communication strategy eliminates doubts and opposition in the process of technological change. Individualising the frequency and methodology between the various stakeholder groups, like weekly staff training or a monthly executive briefing, creates trust and transparency. It is more understandable and more involved in doing this in a global environment where the number of messages addressed to local culture and language is higher (Okonkwo et al., 2023). 
[bookmark: _Toc224377112]RACI Matrix (Engagement Activities)
	Activity
	Leadership
	Project Manager
	IT Team
	Operations
	HR/Training
	Marketing
	Vendors

	Engagement strategy approval
	A
	R
	I
	I
	I
	I
	I

	Stakeholder consultations
	I
	A/R
	C
	C
	C
	C
	C

	Communication delivery
	I
	C
	I
	C
	C
	A/R
	I

	Training programmes
	I
	C
	C
	C
	A/R
	I
	C

	Feedback monitoring
	I
	A/R
	C
	C
	C
	C
	C



The RACI matrix ensures that the roles are clear and there are no duplications and a lack of accountability (PMI, 2021). When the project manager is given responsibility, and IT and HR are consulted or held accountable, there will be coordinated action. It is especially important to StaySmart+ in various regions, which facilitates the alignment of operations, fast decision-making, and confidence among internal and external stakeholders.

[bookmark: _Toc224377113]Stakeholder Engagement Process & Conflict Management
Management of stakeholders in an international programme like StaySmart+ should be done in a systematic manner where communication, consultation, collaboration, and commitment between various cultural and operational environments are integrated in a balanced manner. This structure is facilitated by the 4C framework to develop specific, adaptive strategies that bring about trust, alignment, and project achievement (Bourne, 2015). Being the Project Manager, I am the main coordinator, and each engagement is to be determined and consistent with the strategic goals, the reality of the operations, and the expectations of various groups of stakeholders. 

	4C Element
	Description
	Application to StaySmart+
	Key Stakeholders Involved

	Communication
	Structured exchange of information to ensure mutual understanding
	Implement digital dashboards for real-time updates on rollout progress, enable two-way communication channels for staff feedback, and tailor cross-cultural messages for international teams
	Project manager, frontline staff, hotel managers, IT team, senior leadership

	Consultation
	Seeking input to inform decisions and improve design
	Conduct staff workshops on AI interface usability, gather pilot hotel feedback, and deploy guest surveys to refine personalised services
	Project manager, hotel staff, guests, operations managers, vendors

	Collaboration
	Joint decision-making and co-creation
	Co-design operational processes with frontline staff, establish vendor partnerships for technical delivery, and co-create sustainability initiatives.
	Project manager, IT & AI teams, operations managers, vendors, and the sustainability team

	Commitment
	Securing long-term alignment and accountability
	Offer training incentives to staff, gain leadership sponsorship for initiatives, monitor performance metrics, and provide feedback loops.
	Project manager, leadership, HR/training, operations, frontline staff



Communication is the core aspect of interaction. In the case of StaySmart+, the involvement of two-way communication channels is essential to the transfer of information, the acquisition of feedback, and the resolution of concerns during the project lifecycle. It has been observed that in successful communication, you can eradicate the level of uncertainties and gradually build trust in the deployments of technology (Freeman, 1984). I would introduce the adoption of a digital dashboard that they can use to provide real-time data about rollout status, system adoption, and problem resolution, and that is available to the leadership, operations managers, and frontline employees. Communication across cultures is especially important, considering that Hilton is in various countries. The messages are personalised to local language, technological, and cultural situations, therefore guaranteeing understanding and relevance. My task consists of designing these communication channels, increasing levels of engagement, and modifying the content of messages depending on stakeholder feedback to maintain clarity and consistency.
Consultation makes stakeholders actively influence project decisions. Pilot hotel workshops enable frontline employees to evaluate AI-based tools, uncover usability problems, and provide improvements to the service. Guest surveys supplement this by pointing to preferences towards personalised experiences, such as sustainable ones. Interest-based negotiation is used to balance the difference in priorities, i.e., the staff issues that appeared due to the changes in the workplace and the operational interests of the leaders (Marshall, 2022). This is in line with the stakeholder theory, which focuses on the identification and inclusion of various stakeholder needs to generate long-term value (Mitchell et al, 1997). That will be my role in facilitating workshops, synthesising feedback, and ensuring the outcomes of consultation are clearly integrated into project decision-making. 
Co-creation builds upon consultation. Frontline employees co-create operational procedures, IT and AI staff teams collaborate with vendors to integrate systems, and sustainability teams get together to make guest experiences sustainable through embedded green initiatives. Such a participatory mode contributes to ownership, reduces resistance, and uses local knowledge, as explained by resource-dependence theory, which highlights the strategic importance of foreign expertise and resources (Jiang et al., 2023). Cultural intelligence is used with the aim of adapting collaborative practises to the local standards, e.g., in collectivist cultures, decision-making based on consensus is focused on, whereas in individualist countries, empowered ownership of tasks is in the spotlight (Gurkan and Suchow, 2023). My job is to coordinate the work, resolve conflicts, and make sure that the solutions developed together keep project schedules and quality within scope. 
Devotion binds in the long-term orientation and responsibility. Rewards of staffing are done via special training programmes, performance measurement, monitoring adoption, and guest satisfaction, and leadership sponsorship that provides formal approval and resources. Clearly outlined escalation mechanisms can be used when conflicts arise, when there are technical problems, or when there are regulatory compliance challenges. Using the ethical principles of stakeholder management, I create transparency in relation to the application of AI in service delivery, curbing fears of automation replacing human contact. Trust, motivation, and project objective followership are reinforced by commitment strategies, and they are necessary both to establish a globally consistent and locally adaptive rollout of StaySmart+ (Yao et al., 2023). Overall, the 4C model integrates communication, consultation, collaboration, and commitment; it approaches stakeholder engagement in a structured, flexible, and purposeful way, as well as implements interest-based negotiation, cultural intelligence, and escalation procedures.

[bookmark: _Toc224377114]Impact of Stakeholder Engagement on Business Performance
Effective stakeholder engagement directly affects business performance particularly on tricky, technological projects such as Hilton StaySmart+. Stakeholder consistency, dedication, and engagement influence the operating, economic, and reputational results in global hospitality (Christopher et al., 2013). Based on cause-effect, as well as balanced scorecard reasoning, the connexion between stakeholder engagement and organisational performance relationship can be measured in terms of guest satisfaction and loyalty, employee engagement, brand reputation, operational efficiency, sustainability, and risk management. Embracing stakeholders such as front-line staff, management, IT divisions, and visitors, make Sure That StaySmart+ will provide personalised, a seamless and green customer experience that will exceed expectations. According to the SERVQUAL model, the quality of service provided is based on employee competence, responsiveness, and empathy (Wider et al., 2024). Engagement in co-design workshops and pilot feedback loops puts the activities on par with the expectations of the guests thereby building trust and satisfaction. 
The indicators that exhibit evidence of impact include KPIs like Net Promoter Scores, guest satisfaction score, repeat bookings or app adoption. Studies suggest that AI-based hospitality services may help boost customer satisfaction by 15 percent and that individualised service can boost loyalty (Bilgihan et al., 2025). Structured participation and empowerment also promote engagement of employees and lessen their resistance to technology as well as promote perceived organisational support. According to the Job Demands-Resources model, employees tend to be more engaged when the changes are accompanied by resources such as training, support, and recognition (Mazzetti et al., 2023). Participation enhances retention, lowers the recruitment cost, and continues operations. Ethical, transparent, and culturally aware interaction improves the brand image and market trustworthiness. Organisational reliability is indicated by compliance with regulators, collaboration with vendors, and sensitivity to feedback on guests (Ashcroft, 2017). Reputation gains are measured through metrics like brand equity, social media sentiment, and awards in the industry. 
When stakeholders are engaged at an early stage, operational inefficiency and process bottlenecks, workflow inefficiencies, and site-specific constraints are considered through IT, operations, and training involvement and promote the elimination of errors, downtime, and costs (Mitchell et al., 1997). Sustainability is contributed to by stakeholders through environmental specialists, partners, and local communities, energy efficiency, waste reduction, and low-carbon products in accordance with the Hilton Travel with Purpose. Accountability and operating viability are exhibited by sustainability KPIs such as resource usage, waste minimisation, and carbon footprint (Shumayla et al., 2025). Lastly, stakeholder involvement minimises both strategic and operational risks. Cooperation with regulators guarantees the data security and AI governance conformity, the bargaining of employees and suppliers, pilot testing, and guest consultative determine service and technical risks. Incident reports, audits, and compliance rates give quantifiable risk reduction indicators. One of the success factors of international, technology-intensive projects is initiative-taking stakeholder management (PMI, 2021). In general, StaySmart+ represents the diverse beneficial effects of the involvement of stakeholders on business performance.

[bookmark: _Toc224377115]Recommendations for Future Stakeholder Engagement
According to the identification of the stakeholders, engagement processes, and impact on the business performance, various recommendations may advance stakeholder engagement of Hilton StaySmart+ and other technology-oriented services. One, there should be early processes of interaction with frontline employees and hotel management. In involvement of stakeholders in the planning and design, there is increased adoption and operational fit (Freeman, 1984). This can contain co-design workshops, pilot programs, and continuous feedback added to project dashboards. Two-way communication systems (collaboration platforms, intranet portals, etc.) enable employees to express their concerns, offer suggestions, exchange best practises, enhancing ownership and intrinsic motivation and minimising resistance to change (Gizaw, 2025). Custom training modules that blend scenario learning and gamification can also be used to refer the staff to the world of AI and custom service applications.
Secondly, the international deployment relies on culturally sensitive communication and consultation. There is a difference in stakeholder perception, technology acceptance, and responsiveness among regions (Strandt and Murnane-Rainey, 2025). The frameworks of cultural intelligence should be framed in the engagement planning to adapt messages, feedback, and processes of negotiations to the local realities. Indicatively, group consultation can be appropriate to collectivist societies and empowerment-based works in individualist societies. Digital tools that support multilingual communication minimise the risk of misinterpreting, trust building, and project legitimacy (Al Anakrih, 2025).
Thirdly, creating partnerships with external stakeholders such as technology vendors and sustainability partners, are necessary in operations and innovations. Interest negotiation converts the goals, defines role and responsibilities, and alleviates conflicts (Alexe, 2025). Workshops with vendors involve in co-creation, which hastens the development and integration of AI systems, and partnership with sustainability partners helps to integrate sustainable operations into business. The result is service-level agreements and metrics on performance which are accountable and contribute towards strategic goals, including energy efficiency and low-carbon operations.
Fourthly, accountability is improved by legitimising the governance systems by ensuring they oversee engagement. Balanced scorecards should be used to track metrics like Net Promoter Score, employee engagement indices, adoption rates, and sustainability performance (Mitchell et al., 1997). The emerging risks or conflicts are tackled by having regular review sessions, reporting dashboards and escalation channels. Continuous stakeholder salience review and RACI matrices are aimed at high-impact stakeholders.
Lastly, the engagement strategies must be seen as scalable and adaptable. The lessons learnt at StaySmart+ are to be recorded as standard operating rules, such as engagement procedures, communication templates, and cultural adaptation measures. Ongoing professional learning of project managers in stakeholder management, negotiation, and cross-cultural competence is also beneficial in enhancing organisational resilience (Ashcroft, 2017). Focusing on early engagement, cross-cultural communication, cooperation, effective governance, and scalable processes, Hilton can systematically enhance service adoption, operational efficiency, sustainability consequences, and how the enterprise performs.

[bookmark: _Toc224377116]Conclusion
StaySmart+ is a significant strategic initiative of Hilton that will bring together AI-driven guest communication, tailored travel arrangements, and environmentally friendly facilities in its worldwide chain of hotels. This is the main objective of this report in terms of its scrutiny of the correct management of stakeholder involvement to ensure the successful design, implementation, and uptake of this innovative service. The analysis shows that identification and classification of the essential stakeholders, well-understood roles, duties, and influence, as well as implementation of a systematic engagement framework, are critical in the realisation of these goals. Engaging stakeholders is one of the pillars of project success, especially in a multifaceted international hospitality environment. Effective engagement ensures that internal stakeholders, in this case, leadership, operational managers, technical teams, and frontline staff, are aligned, skilled, and geared to provide a consistent, high-quality service experience. 
Similarly, active involvement of external stakeholders (such as guests, regulators, technology suppliers, and sustainability partners) drives legitimacy, helps to comply, and adopt. Using models like the 4C framework, the RACI matrix, stakeholder salience, and engagement plans, Hilton can achieve the integration of communication, consultation, collaboration, and commitment in an organised approach and be able to address regional cultural, operational, and regulatory diversity. The strategic significance of effective stakeholder engagement is reflected in various dimensions. It improves guest satisfaction and loyalty, strengthens worker engagement, brand reputation, spurs operational efficiency, sustainability goals, and risk reduction. In addition, the systematic interaction makes Hilton leverage its expertise and resources within the local environment, where the local knowledge and resources are essential, and consequently develop a foundation of innovation and competitive edge. Overall, stakeholder engagement is not only an operational concept but a strategic asset that will make sure that projects like StaySmart+ are providing tangible business results, time to meet organisational goals, and create a sustainable value to all stakeholders in a complex global hospitality ecosystem. 



[bookmark: _Toc224377117]References
Al Anakrih, M.G., (2025). Language in the Digital Era: How Artificial Intelligence is. 
Transforming Language Translation and Communication. Egyptian Journal of 
Linguistics and Translation, 15(1), pp.106-137.

Alabi, M., (2024). Impact of Organisational Behavior Theories on Decision-Making in 
Educational Institutions.

Alexe, C.A., (2025). Interest-based negotiation: from conflict to cooperation. 
In Psychological Adaptation and Conflict Resolution: Negotiation Techniques for 
Promoting Emotional Well-Being and Social Responsibility in Adolescents, Young 
Adults, and Professionals (pp. 77-83). Universidad de La Rioja.

Ashcroft, J. (2017) The relational lens: understanding, measuring, and managing. 
stakeholder relationships. Cambridge: Cambridge University Press. Available at: 
https://www-cambridge-org.ezproxy.uwtsd.ac.uk/core/books/relational-lens/value-and-importance-of-relationships/718C31032061BDFA3F480BA2A53F45D4#CN-bp-1

Bharti, S.S. and Aryal, S.K., (2023). The right to privacy and an implication of the EU
General Data Protection Regulation (GDPR) in Europe: Challenges to the 
companies. Journal of Contemporary European Studies, 31(4), pp.1391-1402.

Bhattacharyya, S.S., (2024). Co-working with robotic and automation technologies: 
technology anxiety of frontline workers in organisations. Journal of Science and 
Technology Policy Management, 15(5), pp.926-947.

Bilgihan, A., Ostinelli, M., Zhang, Y. and Lorenz, M., (2025). Artificial intelligence (AI) 
agents and the future of customer loyalty. International Journal of Contemporary 
Hospitality Management, 37(9), pp.3240-3262.

Bourne, L., (2015). The three types of stakeholder communication. PM World Journal, 4(9), pp.1-5.

Christopher, M., Payne, A., and Ballantyne, D. (2013). Relationship Marketing: Creating 
Stakeholder Value. Saint Louis: Taylor and Francis
Chung, K.C. and Tan, P.J.B., (2025). Artificial intelligence and internet of things to 
improve smart hospitality services. Internet of Things, 31, p.101544.

Das, M.P., (2023). Technology and Guest experience innovations reshaping hotel. 
management. International Journal for Multidimensional Research Perspectives, 1(3), 
pp.76-95.

Derowitsch, J., Ngo, T., Katt, T., Henning, M. and Soukup, L., (2025). Strategic Audit: 
Hilton Worldwide Holdings, Inc.

Freeman, R. E. (1984). Strategic Management: A Stakeholder Approach. Boston, MA: 
Pitman.
Gizaw, T.Z., (2025). Pathways to Employee Engagement: The Mediating Influence of 
Feedback and Management-Employee Relationships on Sense of Belonging and 
Intrinsic Motivation.

Gürkan, N. and Suchow, J.W., (2023). Harnessing collective intelligence under a lack of 
cultural consensus. arXiv preprint arXiv:2309.09787.

Harrison, J.S., Kelso, A., Reilly, P. and Sadler, W., (2022). Hilton Worldwide Holdings 
Inc.

Jiang, H., Luo, Y., Xia, J., Hitt, M., and Shen, J. (2023). Resource dependence theory in 
international business: Progress and prospects. Global strategy journal, 13(1), pp.3-57.

Legrand, W., Chen, J.S. and Laeis, G.C., (2022). Sustainability in the hospitality 
industry: Principles of sustainable operations. Routledge.

Mandić, D., Panić, A. and Šain, M.Č., (2023), December. Automated service delivery in 
hotels: balancing efficiency and human interaction for optimal guest satisfaction. 
In International Scientific Conference on Economics, Management, and Information
 Technologies (Vol. 1, No. 1, pp. 167-174).

Marshall, R.C., (2022). Leadership models, processes, and practices. In Clinical 
Informatics Study Guide: Text and Review (pp. 263-283). Cham: Springer International 
Publishing.

Mazzetti, G., Robledo, E., Vignoli, M., Topa, G., Guglielmi, D. and Schaufeli, W.B., 
(2023). Work engagement: A meta-analysis using the job demands-resources. 
model. Psychological reports, 126(3), pp.1069-1107.

Mitchell, R.K., Agle, B.R. and Wood, D.J., (1997). Toward a theory of stakeholder 
identification and salience: Defining the principle of who and what really. 
counts. Academy of management review, 22(4), pp.853-886.

Okonkwo, I., Mujinga, J., Namkoisse, E. and Francisco, A., (2023). Localisation and 
global marketing: Adapting digital strategies for diverse audiences. Journal of Digital 
Marketing and Communication, 3(2), pp.66-80.

Perez, J., Robinson, W., Martin, L., Robinson, B., Lee, S., Rodriguez, C. and Lee, R.,
 (2024). Organisational Resistance and Cultural Barriers to AI Based Data Governance 
Adoption.

PMI (2021). The Standard for Project Management and a Guide to the Project 
Management Body of Knowledge (7th ed.). PMBOK Guide, Project Management 
Institute (PMI).
Shumayla, S., Lalchandani, K., Verma, D., Usmanova, G., Hussain, S. and Kumar, S., 
(2025). Sustainability of evidence-based policy engagement model: A case study of 
Advance Family Planning initiative in India. PLoS One, 20(4), p.e0320295.

Strandt, E. and Murnane‐Rainey, J., (2025). Cross‐Cultural Differences in AI 
Acceptance among Leaders: A UTAUT‐Based Study of Western and Eastern 
Perspectives. Journal of Leadership Studies, 19(2), p.e70017.

UN Tourism (2025). International Tourism to Reach Pre-Pandemic Levels in 2024. 
[online] Untourism.int. Available at: https://www.untourism.int/news/international-tourism-to-reach-pre-pandemic-levels-in-2024 [Accessed 24 Feb. 2026].

Wider, W., Tan, F.P., Tan, Y.P., Lin, J., Fauzi, M.A., Wong, L.S., Tanucan, J.C.M. and 
Hossain, S.F.A., (2024). Service quality (SERVQUAL) model in private higher education. 
institutions: A bibliometric analysis of past, present, and prospects. Social 
Sciences & Humanities Open, 9, p.100805.

Yao, Y., Zhang, L. and Sun, H., (2023). Enhancing project managers’ strategy 
commitment by leader-leader exchange: The role of psychological empowerment and 
organisational identification. International Journal of Project Management, 41(3), 
p.102465.



image1.png
Power

HeH

« Corporate governance bodies

than operational detail

« Institutional investors focused on financial returns rather

« Parent company audit and compliance committees

Board & senior leadership
« Project manager

« Investors/shareholders
Regulators

Global operations executives

« Peripheral suppliers
« Local community groups not directly affected
« General public

Frontline staff
Hotel managers at property level
Guests/customers

Technology vendors
Sustainability partners

HR & training teams

Low

HGH

Influence




