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1.0 INTRODUCTION:
InterContinental Hotels Group (IHG) is a leading multinational hospitality company headquartered in Denham, Buckinghamshire, United Kingdom. Established in 2003 following a corporate restructuring, IHG has grown to become one of the world’s largest hotel groups, operating a diverse portfolio of brands that cater to luxury, upscale, and midscale markets. Its flagship brands include InterContinental Hotels & Resorts, Holiday Inn, Crowne Plaza, Kimpton Hotels, and Staybridge Suites, among others.
As of 2026, IHG manages or franchises over 6,000 hotels across nearly 100 countries, serving millions of guests annually. The company operates on a management and franchising model, focusing on brand standards, marketing, and operational support, while individual hotel owners handle day-to-day operations. This approach allows IHG to maintain a global footprint without the capital-intensive burden of owning all properties directly.
IHG’s operational activities span hotel management, guest services, loyalty programs, and digital innovations. A recent innovation is StaySmart+, an integrated platform designed to enhance the guest experience. StaySmart+ combines AI-driven guest interaction tools, personalized travel planning, and sustainability-focused amenities, helping hotels deliver tailored services, improve comfort, and strengthen brand differentiation. Together with the IHG One Rewards program, StaySmart+ demonstrates IHG’s commitment to using technology to create more seamless, enjoyable, and sustainable stays for all guests.
Geographically, IHG has a strong presence in Europe, North America, Asia-Pacific, the Middle East, and Latin America, making it a truly international operator. Its hotels cater to business travellers, vacationers, and long-stay guests, providing services ranging from luxury accommodations to family-friendly and extended-stay options.
In summary, InterContinental Hotels Group is a global hospitality leader, combining diverse brands, extensive international reach, and innovative operational practices. With tools like StaySmart+, IHG continues to expand its influence, delivering exceptional, personalized, and sustainable guest experiences worldwide.


2.0 OUTLINE THE TOOL:
1.Overview
StaySmart+ is an advanced digital platform developed for IHG hotels, integrating AI-driven guest interactions, personalized travel planning, and sustainability-focused amenities. Its purpose is to enhance guest comfort, optimize operational efficiency, and differentiate the brand in a competitive hospitality market.
2.Key Features
AI-Driven Guest Interaction
Real-time chat support and concierge services.
Predictive AI recommendations for dining, activities, and hotel services.
Seamless multilingual communication for international guests.
Personalized Travel Planning
Tailored itineraries based on guest preferences, past stays, and loyalty data.
Automated suggestions for excursions, transport, and local experiences.
Integration with IHG One Rewards to provide personalized offers and perks.
 
3.Sustainability-Focused Amenities
Eco-friendly room and facility options (energy-saving, waste reduction, water conservation).
Recommendations for low-impact activities and services.
Tracking guest contributions to sustainability initiatives through StaySmart+.
        
4.Operational Integration
Data insights for hotel management to improve service quality.
Integration with existing IHG systems (reservations, loyalty, housekeeping, etc.).
AI analytics to optimize staff allocation and predict guest needs.





3.0 SWOT ANALYSIS:
Strengths:
· AI-driven personalised guest interactions improve customer satisfaction.
· Integration with IGH One Rewards enhances loyalty and repeat stays.
· Sustainability features align with eco-conscious traveller demand.
 
Weaknesses:
· High development and maintenance costs.
· Staff training required for smooth adoption.
· Dependence on guest willingness to use digital tools.

Opportunities:
· Global expansion to all IHG properties.
· Partnership with local travel and experience providers.
· Predictive marketing and operational efficiency via AI analytics.

Threats:
· Cyber security risks and guest data protection concerns.
· Competition from other digital concierge platforms.
· Rapid technological changes requiring constant updates.

3.1 PESTLE Analysis:
POLITICAL:
Government policies and regulations can affect the implementation of StaySmart, particularly in relation to data protection and international operations. As InterContinental Hotel operates globally, it ,must comply with different national laws and regulations when implementing AI-driven services. Political stability in different regions also influences business operations and expansion.
ECONOMIC:
Economic conditions such as inflation, exchange rates, and consumer spending impact the demand for hotel services. The introduction of StaySmart may increase operational costs initially; however, it can enhance efficiency and customer satisfaction, leading to higher revenue. Economic downturns could reduce travel demand, affecting the success of the service.
SOCIAL:
Changing customer expectations are a key driver for StaySmart. Modern travellers demand personalised, digital, and seamless experiences. The growing awareness of sustainability also influences customer preferences, making eco-friendly features of StaySmart attractive to guests.
TECHNOLOGICAL:
Technology is central to the StaySmart project, particularly the use of AI and digital platforms. InterContinetal Hotel met invest in advanced systems and ensure cybersecurity. Rapid technological change also creates opportunities for innovation but increases the risk of system failures or obsolescence.
LEGAL:
Legal factors include data protection laws such as GDPR, which are critical when using AI and customer data. The company must ensure compliance with privacy regulations to avoid legal penalties. Employment laws also affect staff training and implementation processes.
ENVIRONMENT:
Sustainability is increasingly important in the hospitality industry. StaySmart includes environmentally friendly features, which align with global sustainability goals. However, environmental regulations and expectations may require additional investment in green technologies.



3.2 Smart Objectives:
1. Increase customer satisfaction scores by 15% within 6 months of launching StaySmart through personalised AI services.
2. Achieve 70% adoption rate of StaySmart features among guests within the first 6 months of implementation.
3. Reduce operational costs by 10% within 6 months through automation and improved efficiency.
4. Train 100% of hotel staff on StaySmart systems before the official global rollout.


4.0 Identifying Internal and External Stakeholders:
The successful implementation of the StaySmart service within InterContinental Hotels Group requires the active involvement of a wide range of internal and external stakeholders. These stakeholders influence the planning, development, and adoption of the service across global markets.

Internal Stakeholders:
Firstly, the project management team plays a central role in coordinating the rollout, ensuring timelines, budgets, and objectives are achieved. Closely linked is the product development and IT team, responsible for designing and implementing AI-driven guest interaction tools and ensuring system integration across IHG’s digital platforms.
The marketing department is essential in promoting StaySmart, developing branding strategies, and communicating value propositions to target customers. Similarly, the sales team supports revenue generation by incorporating the new service into sales offerings and partnerships.
The operations and hotel management teams are responsible for delivering the service at property level, ensuring staff are trained and service quality is maintained. Additionally, frontline employees (e.g., receptionists, concierge staff) directly interact with guests and play a key role in customer experience and adoption.
Senior leadership and executive management are also key stakeholders, as they provide strategic direction, approve budgets, and ensure alignment with organisational goals. The human resources department supports recruitment and training initiatives, while the finance department manages budgeting, cost control, and financial performance evaluation.

External Stakeholders:
External stakeholders are individuals or groups outside the organization who influence or are impacted by the project.
The most important group is customers (guests), whose acceptance and satisfaction determine the success of StaySmart. Their expectations for personalized and technology-enhanced experiences are central to the service design.
Technology partners and suppliers are also critical, providing AI systems, software solutions, and technical support necessary for implementation. In addition, travel agencies and online booking platforms contribute to promoting and distributing the service globally.
Government and regulatory bodies influence compliance with data protection, AI usage, and sustainability regulations across different countries. Local communities are stakeholders due to the environmental and social impact of sustainability-focused initiatives.
Finally, investors and shareholders are concerned with the financial return and long-term value generated by the project, making their support essential for continued investment.



4.1Stakeholder roles, responsibilities, importance, benefits and challenges
The successful implementation of the StaySmart service within InterContinental Hotels Group depends on the effective contribution of both internal and external stakeholders, each playing a distinct role in achieving project objectives.

Internal stakeholders are central to the planning and execution of the project. The project manager holds primary responsibility for coordinating all project activities, ensuring that timelines, budgets, and objectives are achieved. This role is critical in maintaining control and aligning different departments. The IT team is responsible for developing and maintaining the AI-driven systems that support the StaySmart service, including system integration, data management, and cybersecurity. The marketing team plays a key role in promoting the service, creating awareness, and positioning it within the competitive hospitality market. Additionally, operations and hotel staff are responsible for delivering the service directly to guests, ensuring a high-quality and consistent customer experience. The human resources department supports the project through staff training and change management, helping employees adapt to new technologies.
External stakeholders also play a significant role in the success of the project. Customers are the most critical stakeholders, as their satisfaction and adoption of StaySmart determine its overall success. Their feedback is essential for continuous improvement. Suppliers and technology partners provide the necessary infrastructure, software, and technical expertise required for implementation. Investors and shareholders contribute financial resources and expect a return on investment, making their support vital for long-term sustainability.
These stakeholders bring several benefits to the project. Internal stakeholders contribute operational efficiency, technical expertise, and strategic direction, while external stakeholders provide financial support, innovation, and market demand. However, the involvement of multiple stakeholders also presents challenges. Employees may resist the introduction of new technologies due to a lack of skills or fear of change, which can slow implementation. Technical issues, such as system failures or integration challenges, may arise during development. Additionally, concerns related to data privacy and security may affect customer trust, particularly when AI-driven systems are used. Coordination between stakeholders across different regions can also be complex for a global organization.
The importance of effectively managing these stakeholders is emphasized by stakeholder theory proposed by R. Edward Freeman (1984), which argues that organizations must consider and balance the interests of all stakeholders to achieve long-term success. This is particularly relevant for the StaySmart project, where multiple stakeholder groups influence both implementation and outcomes. Furthermore, the classification and prioritization of stakeholders can be supported by the power-interest matrix developed by Aubrey L. Mendelow (1991), which helps organizations determine appropriate engagement strategies based on stakeholder influence and interest. By applying these theoretical frameworks, InterContinental Hotels Group can enhance stakeholder management and improve the likelihood of successful project delivery.




5.0Stakeholder Map ( Power vs. Interest):
The stakeholder power-interest matrix is used to categorise stakeholders based on their level of influence and interest in the StaySmart project within InterContinetal Hotels Group. Stakeholders such as senior management and the project team are classified as high power and high interest and must be managed closely to ensure project success. Investors hold high power but lower direct interest and should be kept satisfied through performance updates. Employees and customers demonstrate high interest but relatively lower power, requiring regular communication and engagement to ensure adoption. Meanwhile, local communities and some suppliers fall into the low power, low interest category and should be monitored with minimal effort.High Influence ( Power)


Senior Management     Digital Team
Project Manager      
IT Team
Product Development Team



Investors/Shareholders 
Board of Directors 
Government regulators
Strategic partners



High Interest 
Low Interest 

Employees/  Hotel Staff
Customers( guests)
Marketing Team 
Sales Team 
Customer service team 
Local communities 
Small suppliers 
General public 
Media





Low Influence (Power)

5.1RACI Matrix:
	Task/Activity
	Project 
Manager 
	IT Team
	Employees 
	Share
holders
	Suppliers 
	Communi
ties
	Marketing 
	Customers

	Develop StaySmart 
Service 
	 
      A
	
   R
	
        I
	
     I
	
      C
	
       I
	
       C
	
          I

	Implement AI Technology 
	
      A
	
   R
	
        I
	
     I
	
      C
	
       I
	
        I
	
          I

	Staff Training 

	
      A
	
   C
	
        R
	
     I
	
      I
	
       I
	
        I
	
          I

	Marketing &
Promotion 
	
      A
	
    I
	
         I
	
     I
	
      I
	
       I
	
       R
	
           C

	Customer 
Experience 
Delivery 
	
      C
	
   I
	
        R
	
     I
	
      I
	
       C
	
        C
	
          I

	System Maintenance 
& Support 
	
     C
	
   R
	
         I
	
      I
	
      C
	
        I
	 
        I
	
          I

	Strategic 
Decision 
Making 
	
     R
	
   C
	
         I
	
     C
	
       I
	
       I
	
       C
	
          I

	Data Privacy 
& Security 
Management 
	
      A
	
   R
	
         I
	
      I
	
      C
	
       I
	
        I
	
         I

	Customer feedback &
Evaluation 
	
      A
	
    I
	
        C
	
     I
	
       I
	
       C
	
       C
	
         R

	Sustainability 
Initiatives 
	
      A
	
   C
	
        C
	
     I
	
       C
	
       R
	
        I
	
           I


· R – responsible ( does the task)
· A – accountable ( final decision maker)
· C – consulted ( provides input)
· I – informed ( kept updated)
The RACI Matrix was used to clearly define stakeholder roles within the StaySmart project, ensuring that responsibilities were well-structured and transparent. By assigning accountability to key decision -makers and distributing responsibilities among relevant teams, the matrix improved coordination and reduced ambiguity. It also supported effective communication by identifying who needed to be consulted and informed at each stage, ultimately contributing to smoother project execution and better decision – making.
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5.2Stakeholder communication plan:
	Stakeholder 
	Frequency
	Reports

	
	Weekly 
Meeting 
	Monthly 
Meeting 
	Stage Gate
Meeting 
	Weekly 
Project 
status
	Monthly 
Highlight 
Report
	Monthly 
Newsletter 
	Exception
Reports


	Project Manager
	Face to face

	Formal meeting 
	Presentation 
	Email
Updates 
	SharePoint report
	Intranet 
Update
	Urgent call (video or phone)

	IT Team
	Team meetings
	Review
Meeting
	Technical presentation 
	Email
Updates 

	Technical report
	Intranet 
	Urgent phone or video calls 

	Marketing Team 
	 Team meetings 
	Strategy 
Meeting 
	Campaign presentation 
	Email
Updates 
	Marketing report 
	Newsletter 
	Urgent updates 

	Operations Staff(Hotel)
	Briefings
	Training 
Sessions 
	Operational review 
	Performance updates 
	Operations report 
	Intranet 
	Urgent calls

	Senior Management 
	 
      _
	Executive meeting 
	Strategic presentation 
	Summary email 
	Executive report 
	
      _
	Critical issue reports 

	Customers 
	 
     _
	
    _
	
    _
	App
Notifications
	Service updates
	Email newsletter 
	Feedback/complaints 

	Suppliers 
	Check-ins 
	Review meeting 
	Project 
Update 
	Email updates
	Progress reports
	
       _
	Urgent calls

	Investors 
	
    _
	Quarterly meeting 
	Strategic update
	
      _
	Financial 
report 
	
     _
	Risk reports


  

The stakeholder communication plan outlines how information will be shared during the implementation of the StaySmart service within InterContinental Hotels Group. Communication methods and frequency are tailored to the needs and influence of each stakeholder group. Internal stakeholders such as the project manager, IT Team, and operations staff require frequent interaction to ensure coordination and efficient execution. In contrast, external stakeholders including customers, suppliers and investors are engaged through periodic updates, reports, and digital communication channels. This structured approach enhances transparency, supports collaboration, and reduces the risk of miscommunication, thereby contributing to the successful delivery of the project.

Internal Communication 
1.Project Manager- Weekly face-to-face meetings
Frequency- Weekly 
E.g.-The project manager meets the team every week to discuss progress and issues.
The purpose- keeps the team aligned, solves problems quickly, and ensures deadlines are met.


2.IT Team-Monthly Review Meeting
 Frequency – Monthly
E.g.-The IT team reviews system performance, updates, and technical challenges each month.
The purpose – helps improve systems, plan upgrades, and track technical performance over time.

External Communication 
1.Customers – Email Newsletter 
Frequency – Monthly 
E.g.-Customers receive a monthly email newsletter with updates, offers, or service changes.
The purpose – keeps customers informed and engaged with the organisation.

2.Suppliers – Email Updates/ Check-ins 
Frequency – Weekly or as needed
E.g.- The organisation sends email updates to suppliers about orders, delivery schedules or issues.
The purpose- ensures smooth supply chain operations and avoid delays.

6.0Stakeholder Engagement Using the 4C’s Model
The successful implementation of the StaySmart service within InterContinental Hotels Group depends on effective stakeholder engagement throughout the project lifecycle. Stakeholder engagement is essential to ensure collaboration, reduce resistance to change, and achieve project objectives. The 4C’s model—Communication, Consultation, Collaboration, and Commitment—provides a structured framework for engaging stakeholders and managing relationships effectively.
Communication:
Communication is a fundamental component of stakeholder engagement, as it ensures that all stakeholders are informed about project progress, objectives, and changes. In the StaySmart project, clear and consistent communication is required between internal stakeholders such as the project manager, IT team, and employees, as well as external stakeholders including customers and suppliers. Regular meetings, reports, and digital communication platforms such as emails and mobile applications will be used to share information.
Effective communication helps to reduce misunderstandings and ensures alignment between different stakeholder groups. For example, employees require frequent updates and training sessions to understand the new system, while senior management requires strategic reports to monitor performance. Customers can be informed through mobile applications and email updates about new features and services. By tailoring communication methods to stakeholder needs, InterContinental Hotels Group can enhance transparency and build trust, which is critical for successful implementation.


Consultation:
Consultation involves seeking input and feedback from stakeholders during the decision-making process. This is particularly important in the StaySmart project, as stakeholders such as employees, customers, and suppliers can provide valuable insights that improve service design and delivery. For example, employees can provide feedback on system usability, while customers can share their preferences and expectations regarding personalised services.
Consultation helps to identify potential issues early and reduces the risk of project failure. It also increases stakeholder satisfaction, as individuals feel that their opinions are valued and considered. Methods such as surveys, feedback forms, and focus groups can be used to gather stakeholder input. Involving stakeholders in decision-making aligns with stakeholder theory, which emphasises the importance of considering stakeholder interests in organisational strategies. By actively consulting stakeholders, InterContinental Hotels Group can improve decision quality and enhance stakeholder support.
Collaboration:
Collaboration focuses on actively involving stakeholders in the implementation process and encouraging teamwork across different groups. In the StaySmart project, collaboration is essential between departments such as IT, marketing, and operations to ensure seamless integration of the service. External stakeholders, including suppliers and technology partners, must also work closely with the organisation to provide technical support and solutions.
Collaborative working can be achieved through joint meetings, cross-functional teams, and shared digital platforms. This approach improves problem-solving and innovation, as different stakeholders contribute their expertise and
perspectives. For example, collaboration between IT and operations teams ensures that the technology is effectively implemented at the hotel level. Strong collaboration also helps to reduce conflicts and improve efficiency. By promoting a collaborative culture, InterContinental Hotels Group can enhance project performance and ensure successful service delivery.
Commitment:
Commitment refers to the level of stakeholder support and dedication to the project. Achieving stakeholder commitment is essential for the long-term success of the StaySmart service. Internal stakeholders, particularly employees and management, must be committed to adopting new technologies and processes. This can be achieved through training, incentives, and clear communication of project benefits.
External stakeholders, such as customers and investors, also need to demonstrate commitment. Customers must be willing to adopt the new service, while investors must continue to support the project financially. Building commitment requires trust, transparency, and continuous engagement. By addressing stakeholder concerns and demonstrating the value of the StaySmart service, InterContinental Hotels Group can strengthen stakeholder relationships and ensure ongoing support.
Overall, the application of the 4C’s model provides a comprehensive approach to stakeholder engagement. It ensures effective communication, encourages participation, promotes collaboration, and builds long-term commitment. This structured approach enhances stakeholder satisfaction, reduces resistance, and increases the likelihood of successful project implementation.

6.1Managing Conflict Using the 5 Why’s Technique 
Conflict may arise during the implementation of the StaySmart service within InterContinental Hotels Group due to differing stakeholder interests, resistance to change, or technical challenges. One effective method for managing and resolving such conflicts is the 5 Whys technique, originally developed by Sakichi Toyoda (1930s). This technique is used to identify the root cause of a problem by repeatedly asking “why” until the underlying issue is revealed.
In the context of the StaySmart project, employee resistance to new technology is a potential source of conflict. This issue can be analyzed using the 5 Whys approach:
· Why are employees resisting the StaySmart system?
→ Because they are not comfortable using the new technology.
· Why are they not comfortable?
→ Because they have not received sufficient training.
· Why have they not received sufficient training?
→ Because training sessions were limited and not comprehensive.
· Why were training sessions limited?
→ Because of poor planning and time constraints during the project schedule.
· Why was training not prioritized?
→ Because project planning focused more on technology development than employee readiness.
This analysis identifies the root cause of the conflict as inadequate planning and prioritization of staff training. By addressing this issue, the project manager can implement more effective training programmed, improve employee confidence, and reduce resistance to change.
The application of the 5 Whys technique supports effective conflict resolution by focusing on root causes rather than surface-level symptoms. This approach improves problem-solving, enhances communication, and strengthens stakeholder relationships. In a complex project such as StaySmart, where multiple stakeholders are involved, the ability to identify and address underlying issues is critical for maintaining collaboration and ensuring successful project delivery within InterContinental Hotels Group.

7.0Impact of Stakeholders Engagement on Business Performance and Recommendations
Effective stakeholder engagement plays a critical role in determining the success of the StaySmart service within InterContinental Hotels Group. Engaging stakeholders through structured approaches such as the 4C’s model enhances organisational performance by improving customer satisfaction, operational efficiency, innovation, and overall brand reputation. However, ineffective engagement can lead to conflicts, delays, and reduced performance outcomes.
One of the most significant impacts of stakeholder engagement is on customer satisfaction. By actively involving customers through consultation and feedback mechanisms, the organisation can better understand their needs and preferences. This enables the delivery of personalised services, which is a key feature of the StaySmart concept. Satisfied customers are more likely to demonstrate loyalty, provide positive reviews, and contribute to repeat business, ultimately increasing revenue. In contrast, poor engagement with customers may result in dissatisfaction and negative brand perception.
Stakeholder engagement also directly influences operational efficiency. Internal stakeholders, particularly employees and the IT team, play a vital role in delivering the StaySmart service. Effective communication, training, and collaboration ensure that employees are well-equipped to use new technologies and provide high-quality service. When employees are engaged, they are more motivated and productive, leading to smoother operations and reduced errors. Conversely, a lack of engagement can result in resistance to change, inefficiencies, and increased operational costs.
Another key area impacted by stakeholder engagement is innovation and service quality. Collaboration between different stakeholders, including suppliers, technology partners, and management, allows the organisation to develop innovative solutions and continuously improve the StaySmart service. For example, input from technology partners can enhance AI capabilities, while feedback from employees can improve system usability. According to stakeholder theory proposed by R. Edward Freeman (1984), organisations that consider stakeholder interests are more likely to achieve long-term success. This highlights the importance of integrating stakeholder perspectives into decision-making processes.
Furthermore, stakeholder engagement contributes to brand reputation and competitive advantage. In the highly competitive hospitality industry, maintaining a strong brand image is essential. Engaging with external stakeholders such as communities and regulatory bodies demonstrates corporate responsibility and builds trust. Positive relationships with stakeholders enhance the organisation’s reputation and differentiate it from competitors. On the other hand, poor stakeholder management can damage reputation and reduce market competitiveness.
Financial performance is also significantly affected by stakeholder engagement. Engaged stakeholders support the successful implementation of projects, leading to improved return on investment. For instance, committed shareholders are more likely to provide financial backing, while satisfied customers contribute to increased revenue. Additionally, effective engagement reduces the likelihood of project delays and cost overruns, improving overall financial performance.
Despite these benefits, there are challenges associated with stakeholder engagement. Managing diverse stakeholder interests can be complex, particularly in a global organisation such as InterContinental Hotels Group. Conflicts may arise due to differing priorities, cultural differences, and communication barriers. Addressing these challenges requires strong leadership, effective communication strategies, and the application of conflict management techniques such as the 5 Whys approach.
Recommendations
To maximise the positive impact of stakeholder engagement on business performance, several recommendations can be proposed. Firstly, the organisation should invest in continuous training and development programmes for employees to ensure they are confident in using new technologies. This will reduce resistance to change and improve service delivery.
Secondly, InterContinental Hotels Group should enhance its communication strategies by adopting digital tools and platforms that facilitate real-time information sharing. This will
improve transparency and ensure that all stakeholders remain informed and aligned with project objectives.
Thirdly, the organisation should implement a structured feedback system to regularly collect and analyse input from customers and employees. This will support continuous improvement and innovation, ensuring that the StaySmart service remains relevant and competitive.
Additionally, strengthening collaboration with external partners, such as technology providers and suppliers, will enhance the quality and reliability of the service. Building long-term partnerships can lead to shared innovation and improved performance outcomes.
Finally, the organisation should adopt a proactive approach to stakeholder management by regularly reviewing stakeholder needs and expectations. Using tools such as stakeholder mapping and engagement plans will help prioritise stakeholders and allocate resources effectively.
In conclusion, effective stakeholder engagement has a significant positive impact on business performance, influencing customer satisfaction, operational efficiency, innovation, and financial outcomes. By implementing the recommended strategies, InterContinental Hotels Group can strengthen stakeholder relationships and ensure the successful delivery of the StaySmart service.

8.Conclusion
In conclusion, this report has critically examined the importance of stakeholder engagement in the successful development and implementation of the StaySmart service within InterContinental Hotels Group. The analysis began with an evaluation of the organisation’s external and internal environment through PESTLE and SMART objectives, highlighting the key factors influencing the project’s success.

The report identified and categorized a wide range of internal and external stakeholders, emphasizing their roles, responsibilities, and overall importance. Stakeholders such as employees, management, customers, suppliers, and shareholders were recognized as essential contributors to the successful delivery of the StaySmart service. The application of stakeholder theory, particularly the work of R. Edward Freeman (1984), demonstrated the significance of considering stakeholder interests in organizational decision-making.

Furthermore, the use of key frameworks such as Mendelow’s stakeholder mapping model, the RACI matrix, and communication planning provided a structured approach to managing stakeholder relationships. These tools supported the identification of stakeholder power and interest, clarified roles and responsibilities, and ensured effective communication throughout the project lifecycle.

The report also critically analyzed the process of stakeholder engagement using the 4C’s model—communication, consultation, collaboration, and commitment. This approach highlighted the importance of maintaining strong relationships, encouraging stakeholder participation, and building long-term support. In addition, the use of the 5 Whys technique demonstrated how conflicts can be effectively managed by identifying and addressing root causes.

Overall, the findings confirm that effective stakeholder engagement significantly enhances business performance by improving customer satisfaction, operational efficiency, and innovation. For InterContinental Hotels Group, adopting a strategic and proactive approach to stakeholder management will be essential to ensuring the long-term success of the StaySmart service in both local and international markets.
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