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Executive Summary 
Engagement with stakeholders is an important element in the effective planning and implementation of organisational projects. Hotel industry is one of the sectors where the quality of service and customer satisfaction forms the core of the competitive edge, and stakeholder involvement is, therefore, critical to the project implementation. This report discusses the need to involve stakeholders in the introduction of the new premium service StaySmart+ by Hilton Hotels and Resorts.
StaySmart + is a pioneering hospitality platform that will bring together artificial intelligence-enabled guest services, custom travel planning, and amenities with a global hotel network of Hilton that is eco-friendly. The service will facilitate better customer experience, higher operational efficiency and competitiveness of the company in the global marketplace in the hospitality sector.
The report starts with a summary of the Hilton Hotels and Resorts and the proposed project of the StaySmart+. SWOT and PESTLE frameworks are applied to conduct a situational analysis in order to investigate internal capabilities of the organisation and external environment that affects the project. The most essential internal and external stakeholders in the project are then identified and classified in the report.
The roles and responsibilities of stakeholders, the contributions which they made to the project, and the difficulties which might be encountered during the project implementation are analysed in further sections. A number of stakeholder engagement models are used such as stakeholder power-interest matrix, communication plan and RACI matrix. The engagement process of the stakeholders by the report is also assessed in terms of the 4C model that comprises of communication, collaboration, consultation and commitment.
Last but not least, the report assesses the effects of successful stakeholder involvement to business performance, and give strategic suggestion on how to strengthen stakeholder cooperation in future projects.
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[bookmark: _Toc223904016]1. Introduction
The hospitality sector is undergoing a high rate of change caused by the rapid changes in technology, changing customer demands and the rising competition among international hotels brands. To sustain their competitive edge, organisations are investing more in digital innovations and strategies of customer experience. Effective stakeholder engagement is one of the most important causes of successful implementation of these initiatives.
Stakeholders are a group of individuals or groups that are interested in or are influenced by organisational activities (Freeman, 2010). Good interaction with the stakeholders assists organisations to win the trust, enhance cooperation and thus successful implementation of projects. The stakeholders in the hospitality industry are the employees, customers, suppliers, investors, government regulators and local communities.
This report will concentrate on the Hilton Hotels and Resorts which are among the best hospitality organisations in the world. The company has decided to introduce a new service known as StaySmart+ that combines artificial intelligence technologies, customised travel planning, and sustainable hospitality services. The service aims to improve customer experience and contribute to the long-term strategic objectives of the company, which are innovation and sustainability of Hilton.
To make the implementation of StaySmart+ successful, the coordination of multiple stakeholders in different organisational levels as well as the different markets is mandatory. As the project manager of this project, there is need to determine these stakeholders, their interests and how to involve them in the project lifecycle.
The purpose of this report is therefore to discuss the relevance of stakeholder involvement in the successful operations of StaySmart+ launch. The paper will use pertinent theories and frameworks of stakeholder’s management to determine important stakeholders, examine their roles and responsibilities, and devise a plan to deal with their expectations and input. The report will also assess the advantages and issues relating to the stakeholder engagement and give recommendations as to how stakeholder collaborations can be enhanced in future hospitality projects.

[image: No photo description available.]                                      Figure 1: Hilton global hotel presence map
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[bookmark: _Toc223904017]2. Company description and Overview of the Project 
Hilton Hotels and Resorts are among the biggest hospitality corporations in the globe with thousands of hotels in over 120 countries. The organisation was established in 1919 and has since established a great reputation across the world as providing high-quality hospitality services, creative guest experience and sustainable ways of touristic activities.
The company has various brands under which it operates such as Hilton Hotels and Resorts, Double Tree, Conrad Hotels and Waldorf Astoria. Hilton strategic goals are to make its customers happier, to become more digitally innovative and global.
In order to retain its top spot in the competitive hospitality industry, Hilton will launch StaySmart+, a high-end customer experience service that will incorporate smart technologies in the hotel business. The service will also include AI-based guest interaction services, customised travel planning services and sustainability-oriented services that minimise the environmental impact.
With artificial intelligence and data analytics, StaySmart+ will enable guests to use hotel services on digital platforms, get individual travel advice and control smart rooms: lighting, temperature, and entertainment systems. Sustainable practices like the use of energy efficient appliances and other environmentally friendly facilities will also facilitate the sustainability pledges of Hilton.
The implementation of the project is planned in the next six months in the selected Hilton hotels around the world. The implementation involves cooperation among internal and external stakeholders such as IT, marketing and operations and external stakeholders like technology vendors and regulatory authorities in order to be successfully completed.
As such, the stakeholders should be engaged effectively to ensure the implementation of the project is efficient and it fulfils the expectations of the organisations as well as the customers.

[bookmark: _Toc223904018]3. Situational Analysis 
		Strengths
	        Weaknesses

	Strong global brand reputation
	     High operational costs

	Extensive global network of hotels
	     Dependence on tourism industry

	Strong technological investment
	     Complex stakeholder coordination

	Loyal customer base
	     Data privacy concerns

	Opportunities
	         Threats

	Growing demand for smart hospitality
	     Intense competition

	AI integration in hospitality
	     Economic recession

	Sustainable tourism trends
	   Cybersecurity risks

	Expansion into emerging markets
	   Changing travel regulations






[bookmark: _Toc223904019]3.1 SWOT Analysis
SWOT analysis is a tool of strategic planning that is employed to assess organisational strengths, weaknesses, opportunities and threats (Johnson et al., 2020).
Strengths
The unique competitive advantage enjoyed by Hilton is its solid brand name and its international reach. The company is also experienced in the hospitality innovation and digital transformation.
Weaknesses
Hilton has weaknesses including high cost of operation and management of extensive global projects despite its strength.
Opportunities
The demand towards the digitalization of hospitality services and individual travel experiences is one of the greatest opportunities of the StaySmart+ project.
Threats
The threats to the project may include competition with other international hotel chains as well as possible cyber threats posed by AI technologies.
    
                                             Figure 2: SWOT matrix diagram
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[bookmark: _Toc223904020]3.2 PESTLE Analysis
PESTLE analysis is an analysis that looks at environmental factors that are outside the organisations.
The international travel regulations and tourism policies are political factors. Travel demand can be affected by economic factors like recession of the economy all over the world or inflation. Social factors entail evolving customer demands of personalised technology-driven services.
[image: PESTLE Analysis: A Guide to Understanding Market Influences]Hospitality services can also be innovative with the help of such technological advances as artificial intelligence and automation. Data protection laws like GDPR are legal considerations, which have to be taken into account when deploying AI technologies. The environmental issues also play an important role since the hospitality companies should implement sustainable practices.
                                                                                             Figure 3: PESTLE diagram
[bookmark: _Toc223904021]3.3 SMART Objectives
Specific: Launch StaySmart+ service in selected Hilton hotels.
Measurable: Achieve 20% improvement in guest satisfaction scores.
Achievable: Utilise Hilton’s existing digital infrastructure.
Relevant: Improve customer experience and competitive advantage.
Time-bound: Implement within six months.


[bookmark: _Toc223904022]4. Stakeholder Identification 
It is necessary to identify the stakeholders to determine who among the individuals or groups can affect the success of the StaySmart+ project. The stakeholders may be internal or external.
The internal stakeholders are senior management, project managers, employees, IT teams, marketing teams and operation staff. It is the duty of these stakeholders to develop and introduce the service and make it meet organisational objectives.
The external stakeholders are the customers, suppliers, technology vendors, government authorities, investors, as well as the local communities. These are the stakeholders who impact the project by investing their money, regulation requirement and customer response.
Stakeholder theory of Freeman implies that organisations should not work with the profit generation as one of the objectives, but with the interests of all stakeholders (Freeman, 2010). The involvement of the stakeholders assists organisations in regard to creating trust and sustaining long term relationships.
 
                                Figure 4: Stakeholder Power-Interest Matrix
[image: 6 Stakeholder Mapping Templates [Downloadable + Editable] - Simply  Stakeholders]









[bookmark: _Toc223904023]5. Stakeholder Roles and Responsibilities 
Every stakeholder has got a different role to play in the success of the StaySmart+ project. The senior management is the strategic leader, which distributes the financial resources required to implement the project. They need their backing so as to guarantee organisational commitment towards the project. The project manager facilitates the activities of the project, keeps schedules and sees that stakeholders communicate well. The IT department will develop and implement AI technologies that will be necessary to the StaySmart+ service. They also guarantee cybersecurity and reliability of the system. The marketing department markets the new service via advertising programs, digital marketing techniques and customer communication programs. Customers are the important stakeholders as they evaluate the success of the service due to their satisfaction. They give feedback on how to improve their services and with innovation. The vendors of technology will provide the computing and software to use in implementing AI and smart room technologies. Although these have these advantages, the stakeholders are likely to encounter obstacles like communication barriers, cultural differences and divergent interests. These challenges need to be solved by effective stakeholder management strategies.

[bookmark: _Toc223904024]6. Stakeholder Engagement Frameworks 
[bookmark: _Toc223904025]6.1 Stakeholder Power-Interest Matrix
This model helps project managers prioritise stakeholders based on their level of influence and interest in the project.
[bookmark: _Toc223904026]6.2 RACI Matrix

	Task
	Responsible
	Accountable
	Consulted
	Informed

	AI system development
	IT Team
	Project Manager
	Vendors
	Management

	Marketing campaign
	Marketing
	Project Manager
	Sales
	Customers

	Sustainability integration
	Operations
	Management
	NGOs
	Community



6.3 Communication Plan
Communication ensures stakeholders remain informed about project progress.
	Stakeholder
	Communication Method
	Frequency

	Management
	Meetings
	Monthly

	Staff
	Emails and training
	Weekly

	Customers
	App notifications
	Continuous


[bookmark: _Toc223904028]6.4 Engagement Plan
Stakeholder engagement includes meetings, training sessions and feedback systems.

[bookmark: _Toc223904029]7. The 4C Model of the Stakeholder Engagement Process Critical 
[bookmark: _Toc223904030]7.1 Explanation
Stakeholder engagement is a crucial requirement towards successful realisation of organisational projects. Since I am the project manager of the introduction of the StaySmart+ service into Marriott International, there is a need to develop a comprehensive engagement process that will allow working together, minimize resistance, and keep the stakeholders focused on the project goals. The 4C model that incorporates communication, collaboration, consultation, and commitment is among the best models to organize the relationships with the stakeholders (Freeman, 2010; Ashcroft, 2017). This model offers a systematic way of involving stakeholders in the lifecycle of the project.
[bookmark: _Toc223904031]7.2 Communication 
Stakeholder engagement is based on communication as it guarantees that all the stakeholders know the objectives of the project, its progress, and its possible obstacles (Christopher, Payne and Ballantyne, 2013). In the absence of proper communication, there are misunderstandings, which can result in delays, conflicts, and decreased support of stakeholders (Bryson, 2018).
The first action, as the project manager, would be to define a clear communication strategy that would help in determining the information requirement of the various stakeholders. As an example, the top management needs strategic reports regarding the progress, cost, and anticipated return on investment of a project (Johnson, Scholes and Whittington, 2020). Operational staff, on the other hand, require specifics of new technologies and processes of services which will impact their daily tasks (Kotler and Keller, 2016).
Various channels will be used to make communication effective and this will involve project meetings, email updates, digital dashboards and training. The senior management will also receive regular progress reports to keep the transparency and keep supporting it (Hilton, 2024). Secondly, the communication should be two ways instead of one way. The stakeholders must be given a chance to give feedback or ask questions and communicate their concerns (Ashcroft, 2017). 
Another aspect of communication is necessary during the introduction of technological innovations like AI-based services. The initial response that the employees might have to new technologies is uncertainty or fear of being replaced at work (McKinsey, 2024). Hence, communication must focus on the way the StaySmart+ service will improve their work, but not substitute it. It will involve training sessions and workshops to equip employees with the ability to change to the new system (PwC, 2023). 
[bookmark: _Toc223904032]7.3 Collaboration 
Collaboration will entail the active involvement of the stakeholders in the project activities and decision making (Freeman, 2010). The stakeholders, when working together, would bring their knowledge, expertise and resources to reach common objectives (Christopher, Payne and Ballantyne, 2013).
In the case of the StaySmart+ project, such cooperation as between the IT department, marketing team, and the staff of the hotel operations will be very significant. The IT department will handle the development and implementation of the AI technology, and the marketing department will come up with promotional plans to inform customers about the advantages of the service (Kotler and Keller, 2016). In the meantime, hotel personnel will provide direct service to the customers and thus they should know how to use the system. The cross-functional teamwork will be promoted by the collaborative workshops and project meetings during which the departments will be able to talk about the progress and resolve possible issues. 
Communication and exchange of information between stakeholders can also be supported with the help of digital collaboration tools, including Microsoft Teams or project management software (Bryson, 2018). It is also important to work with outside stakeholders. The suppliers of the technology should collaborate with the organisation to make sure that the AI systems can blend well with the current hotel infrastructure (McKinsey, 2024). Travel agencies and the partners in the tourism can also cooperate in marketing the new service to the prospective customers (UNWTO, 2023). Stakeholders are likely to own the project through the collaborative engagement thus becoming more motivated to aid in its successful implementation (Freeman, 2010). 
[bookmark: _Toc223904033]7.4 Consultation
Consultation is the practice of consulting the stakeholders prior to making crucial decisions (Ashcroft, 2017). This method will enable the organisations to acquire insights and detect any possible risk at the initial stages of the project life (Bryson, 2018). Surveys, focus groups, and stakeholder meetings shall be used in consultation in the StaySmart+ project. The customers will be consulted to determine their expectations towards digital hospitality services (OECD, 2022). Their responses will assist in defining what aspects should be prioritised in the system StaySmart + (PwC, 2023). 
The design and implementation will also involve consultations among employees. They deal with guests directly, and their feedback can be used to diagnose possible issues with operations and implement viable changes (Christopher, Payne and Ballantyne, 2013). As an illustration, front-desk personnel can suggest inputs regarding the manner in which automated check-in functions ought to blend with the existing customer service procedures (Hilton, 2024). 
Consultation is specifically significant in dealing with possible conflict between stakeholders. Various stakeholders might conflict in the case of competing interests or priorities. As an example, the senior management can attach importance to cost efficiency, whereas the staff members of the working sphere can focus on the convenience and quality of services (Hill and Jones, 2019). Consultation enables the project manager to determine these divergent views and develop a solution that will balance the expectations of all stakeholders (Carroll, 2015).
[bookmark: _Toc223904034]7.5 Commitment
The last process of 4C model is commitment, which can be explained as upholding long-term stakeholder support in the project lifecycle (Freeman, 2010). The stakeholders should not be only involved in the planning phase; they should be involved throughout the implementation and evaluation process (Ashcroft, 2017).
The project manager should be accountable and transparent in order to achieve the commitment of the stakeholders. This includes updating on progress periodically, acknowledging the stakeholder inputs, and responding to issues in a timely manner (Bryson, 2018). With stakeholders feeling that their contribution is being appreciated and also, the project is on its way, they will be more inclined to be supportive (Christopher, Payne and Ballantyne, 2013).
Also, it is possible to introduce recognition programmes to appreciate employee effort in the project. Rewarding project milestones is another way of keeping the stakeholders enthusiastic and motivated (McKinsey, 2024).
It is also important that conflict management is used in ensuring stakeholder commitment. The conflict can occur because of the variation in expectations, resources distribution, or project priorities. Being a project manager, the conflicts will be resolved by negotiating, meditating, and communicating openly (Hill and Jones, 2019). Conflicts may be avoided by encouraging stakeholders to raise their issues within a constructive setting (Carroll, 2015).
On the whole, the 4C model offers a systematic way of approaching the stakeholders. Through communication, collaboration, consultation, and commitment, organisations can build relationships, reduce resistance, and enhance the success of a project (Freeman, 2010; Ashcroft, 2017).





                                Figure 5: 4C Stakeholder Engagement Model
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[bookmark: _Toc223904035]8. Effect of Stakeholder Engagement on Business Performance and Recommendations 
The involvement of the stakeholders is essential in the performance of organisations especially in sectors where quality of service provision and customer satisfaction are key success ingredients (Christopher, Payne and Ballantyne, 2013). Multiple stakeholders, such as employees, customers, suppliers, investors, and regulators, are indispensable in the hospitality industry where organisations rely on their support and cooperation (Hilton, 2024; Deloitte, 2023). Good stakeholder engagement will then provide a great impact on business performance and sustainability in the long term (Freeman, 2010; Ashcroft, 2017).
[bookmark: _Toc223904036]8.1 Improved Project Success
The likelihood of the project success is one of the greatest effects of stakeholder engagement (Bryson, 2018). When the stakeholders are engaged in the planning and implementation process of a project, they have higher chances to offer desirable knowledge and resources that enhance decision making (Johnson, Scholes and Whittington, 2020).
As far as the StaySmart + project is concerned, the involvement of the employees and technology partners early in the development process will make it possible to determine the possible obstacles to operations prior to the release of the service (McKinsey, 2024). As an illustration, IT professionals can emphasise technical constraints, whereas hotel employees can offer information about customer behaviour and service demands (Kotler and Keller, 2016). By solving these problems in the initial stage, the organisation will be able to mitigate the chances of making expensive errors and losing time (Hill and Jones, 2019).
[bookmark: _Toc223904037]8.2 Increased Customer Satisfaction
Another element that determines the performance of businesses in the hospitality industry is customer engagement (PwC, 2023). The current travellers are seeking personalized experiences, convenient online services, and maximum customer care (UNWTO, 2023). Organisations can create services that are more in line with the customer expectations by consulting customers via surveys, feedback mechanisms, and pilot testing (OECD, 2022).
Take the example of the customers indicating their high preference of the services that do not involve contact with the hotel; the StaySmart+ platform can prioritize the customer with mobile check-in, digital room keys and AI-based concierge services (McKinsey, 2024). Besides making the experience of customers more convenient, these innovations increase the overall satisfaction of guests, which results in increased retention rates and good online feedback (Statista, 2024).
When customers are satisfied, they tend to come back to the hotel, and refer their friends, which will eventually add to higher revenues and brand identity (Christopher, Payne and Ballantyne, 2013).
[bookmark: _Toc223904038]8.3 Enhanced Organisational Reputation
The involvement of the stakeholders also works towards creating a good corporate image (Carroll, 2015). The more transparency, ethical behaviour, and responsiveness towards stakeholder issues, organisations have more chances to obtain trust and credibility (Ashcroft, 2017).
As an example, the use of local communities and environmental organisations can assist Marriott in showing that it is a sustainable hospitality business (UNWTO, 2023). The use of eco-friendly technologies in the StaySmart+ service will allow the organisation to lower the use of energy and enhance responsible tourism (OECD, 2022).
A good reputation does not only help in attracting customers, it also improves relationships with investors, suppliers as well as the regulatory bodies (Hill and Jones, 2019).
[bookmark: _Toc223904039]8.4 Increased Innovation
The other significant advantage of stakeholder engagement is that it fosters innovation (Bryson, 2018). In cases where organisations foster team work and the exchange of knowledge among the stakeholder, they are able to access a wide range of ideas and perspectives (Freeman, 2010).
To illustrate, the technology partners can add any new AI functions to the StaySmart+ service, whereas the marketing teams can invent new methods of advertising the platform to various customer groups (Kotler and Keller, 2016). This is because employees who deal with direct guests can also provide suggestions on how the experiences can be improved, as they are in the field daily (Hilton, 2024).
Such a team-based practice stimulates the idea of constant improvement and ensures that organisations can stay competitive in the swiftly changing markets (Deloitte, 2023; McKinsey, 2024).
[bookmark: _Toc223904040]8.5 Future Stakeholder Engagement Recommendations
In order to maximise the advantages of the stakeholder engagement, the following recommendations can be offered in the further projects:
Design an integrated stakeholder engagement plan, which recognizes the stakeholder groups, their interests and the most suitable modes of engagement (Ashcroft, 2017). This plan must be included in the general project management plan whereby stakeholder relationship is handled in a structured manner (Bryson, 2018).
Invest in the digital communication media that will enable information circulating and collaboration among the stakeholders. Project management software, virtual meeting platforms, and data dashboards are just some of the tools that can be used to enhance transparency and efficiency (PwC, 2023).
Introduce employee training programmes so that the staff members would have the necessary skills to adjust to the new technologies and innovations in services. Ongoing professional growth also enables the employees to stay confident and active at the times when the organisation is undergoing a change (McKinsey, 2024).
It should create periodic feedback systems that monitor the satisfaction of the stakeholders and those areas that they need to improve on. The overview of the stakeholders in terms of perceptions and expectations could be gained through surveys, stakeholder meetings, and performance reviews (OECD, 2022).
Build relationships in the long term instead of short-term project performance. Good relationship with stakeholders is also a plus of ensuring that future initiatives can be more efficiently implemented (Freeman, 2010; Christopher, Payne and Ballantyne, 2013).
[bookmark: _Toc223904041]9. Conclusion 
The stakeholder involvement is one of the crucial factors that guarantee successful implementation of innovative projects in hospitality industry. This report examined the significance of stakeholder involvement in the establishment of the StaySmart+ service of the Hilton Hotels and Resorts.
The analysis revealed that stakeholder management is an effective way to assist organisations to develop trust and enhance cooperation and minimise the risks that might be encountered when large-scale projects are involved. Using stakeholder management models like power-interest matrix, RACI matrix and communication plans, organisations will be able to keep the stakeholders interested during the project lifecycle.
The 4C model that requested communication, collaboration, consultation and commitment as essential aspects of stakeholder engagement was also brought to the fore as important in the report.
To sum up, it is likely that organisations, which put stakeholder engagement at their core, will be successful in their project implementation and have a competitive advantage in the global hospitality sector in the long term.
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