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Executive Summary
The impact of involving the stakeholders in the successful implementation of the “StaySmart+” service within an international hospitality organisation is addressed in the report. It considers the key internal and external stakeholders, their roles, and the way the engagement structures (stakeholder mapping, RACI matrix, and communication planning) could be applied. The report is grounded on the concept that trust, cooperation and project success are developed through efficient engagement as informed by the stakeholder theory and the tenets of strategic management. The findings suggest that the engagement of the stakeholders enhances the performance of the organisation, reduces risks as well as promoting sustainable behaviour of business. Recommendations on how to handle the project in a better way in future in terms of stakeholder management are also provided.
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[bookmark: _Toc226829763]Introduction
The report is committed to one of the hospitality organisations in the world such as Marriott International, the organisation that operates in various regions around the world and has a reputation of providing high customer experience. The organisation will launch a new luxury service called as StaySmart+, which will include artificial intelligence, tailor-made travel plans, and other amenities, which are environmentally friendly, in order to ensure higher customer satisfaction and operational efficiency. This project is associated with the increased importance of technological innovation and sustainability in the hospitality industry (Buhalis and Leung, 2018).
The implementation of StaySmart+ can only be effective in case there is the effective stakeholder engagement at multiple levels. The stakeholders will be applicable in the project lifecycle because their participation, collaboration, and dedication will be important in the project deliverables. According to Freeman (2020), to succeed and become successful in the long-term, organisations must remember about the interests of all stakeholders.
The role of stakeholder in the hospitality industry is even greater since customer experience is central to the hospitality industry. The success of service innovation is attributed to the presence of the employees, customers, suppliers and the regulatory bodies. The presence of good relations with stakeholders makes it easier to create values, and also performance of organisations (Christopher et al., 2013).
This report is an effort of critically analysing the significance of stakeholder involvement in the StaySmart+ project. It entails the analysis of the organisational environment in terms of SWOT analysis and PEST analysis, identification of important stakeholders and the engagement structures. Besides, the report addresses the problems and benefits of the stakeholder engagement and its contribution to the business performance.
[bookmark: _Toc226829764]SWOT and PESTLE Analysis
[bookmark: _Toc226829765]SWOT Analysis
Possessing a good brand reputation and international nature are some of the strengths of the organisation that provide it with a competitive advantage when launching innovative products, including StaySmart+ (Aroul et al., 2023). Further, it has made investments on technology which eases implementation of AI solutions.
Its weaknesses include but are not limited to high implementation cost and potential resistance of the implementation by the employees who are used to new technologies. Another challenge that can be encountered during operations is the complexity of the organisations in the international markets.
The increasing need of the individualized and digital services in the hospitality sector offers opportunities. Technological advancements in the fields of AI and automation can be used to produce superior customer experiences and operational efficiencies (Tussyadiah, 2020). The evolving consumer preferences are also aligned with the sustainability programmed (Jones et al., 2014).
Threats are the existence of competitive challenges like the possible entry of other international hotel chains that have adopted the same innovations. Regulatory matters related to data protection and AI utilization can also potentially influence the project implementation itself.
It is not a secret that SWOT analysis is a beneficial strategic assessment and decision-making tool (Gürel and Tat, 2017).
[bookmark: _Toc226829766]PESTLE Analysis
The political factors in the project include the government regulations and international policies regarding operations. There is legal compliance required in matters concerning credibility of organizations.
Such economic conditions are inflation in every corner of the globe and tourism demand which influences customer spending and predictability. There should be a compromise between delivery costs and value in organizations.
The differing expectations of the customers are stored within the social factors since the customer demands are evolving to personalized and smooth experiences. The markets also have cultural diversity that has an effect in the services adoption.
StaySmart+ is concentrated on technological advancement as AI and automation will help to make the offered service efficient and leave the customers satisfied (Haynes, 2020).
Laws include, information privacy laws, which should be followed in order to avoid any compromising of the information of the customers.
The eco-friendly service makes the customer shift to environmental factors that emphasize on sustainability. 
PESTLE analysis is a structured way of explaining the external elements on business strategy (Dunaievskyi, 2022).
[bookmark: _Toc226829767]Stakeholder Identification
Determining the stakeholders is a very rudimentary procedure in project management as it demonstrates who may influence or be influenced by the project outcomes. The stakeholders in the project of StaySmart+ will be identified and analyzed systematically to ensure that they participate in the project lifecycle appropriately. As it is learned now, recognition of key stakeholders in the initial stages might result into resistance and misalignment, not to mention that the project may be stalled, which justifies the strategic value of the procedure (Hofman et al., 2018).
[bookmark: _Toc226829768]Internal Stakeholders
All the stakeholders can be classified into the inner and outer groups and each of them has dissimilar functions and anticipations. Employees, top management, IT departments and marketing departments are internal stakeholders. The employees are fundamental to service delivery and have a direct influence on customer experience, and hence, their participation is key to implementation success. Senior management provides strategic direction and resource allocation and ensures that the strategy is in line with organizational goals (Whittington et al., 2019). The technological infrastructure to run the StaySmart+ and marketing teams will be developed and maintained by IT team, and the customer awareness and adoption will be brought about by marketing team. However, the internal stakeholders tend to have competing priorities, such as the cost effectiveness-quality of service scale, that can lead to the operational conflict unless resolved effectively (Jensen, 2017).
[bookmark: _Toc226829769]External Stakeholders
The external stakeholders include the customers, suppliers, investors, the government bodies and the local communities. Customers are the most important beneficiaries of the service, the satisfaction of which directly influences the performance of the business and brand loyalty (Kandampanny et al., 2015). The suppliers and investors, respectively, are interested in providing the required technological and operation resources and financial profit and the sustainability of the project. Regulatory demands such as data protection and sustainability are regulatory demands by government agencies, and have an impact on the project implementation (Fleisher, 2022). In addition, the local communities are implicated with the environmental and social operations of the organization that could influence the corporate image and sustainability over time (Baden, 2016).
[bookmark: _Toc226829770]Stakeholder Mapping (Mendelow’s Matrix)
To be in a position to address such stakeholders, the tools such as stakeholder mapping can be applied to group the stakeholders based on their level of power and interest. This would allow the project managers to concentrate on the engagement activities as well as to allocate resources in a better manner. Nevertheless, the stakeholder roles are not predetermined and may change throughout the project, which must be monitored and re-evaluated constantly (Bourne, 2016).
	Stakeholder Group
	Level of Power
	Level of Interest
	Position (Matrix Category)
	Engagement Strategy

	Senior Management
	High
	High
	Manage Closely
	Regular strategic meetings, reports

	Investors
	High
	Medium
	Keep Satisfied
	Financial reports, performance updates

	Employees
	Low
	High
	Keep Informed
	Training, workshops, internal communication

	IT Team
	Medium
	High
	Manage Closely
	Technical meetings, progress reviews

	Customers
	Low
	High
	Keep Informed
	Feedback systems, surveys, digital platforms

	Suppliers
	Medium
	Medium
	Keep Satisfied
	Coordination meetings, contracts

	Government Bodies
	High
	Low
	Keep Satisfied
	Compliance reports, legal updates

	Local Communities
	Low
	Low
	Monitor
	CSR initiatives, public communication


The stakeholder mapping table assists to simply define what stakeholders need more focus when undertaking the project. As an example, the top management and the IT team can be classified in the manage closely bracket since they are both high power, and high interest, i.e. the decision they make has a direct impact on the success of the project (Fleisher, 2022). Stakeholders, e.g. local communities, are on the other hand put under the monitor category since they exert low power, low interest, yet should be addressed due to ethical and reputational concerns.
[bookmark: _Toc226829771]Roles, Responsibilities, Benefits, and Challenges
The project stakeholders at the project, StaySmart, have their own roles and responsibilities that make up the outcomes of the project. The value of their input is immense yet the priorities and expectations of the stakeholders would clash most probably resulting in complexity and special handling is necessary to reconcile organizational objectives with those of the stakeholders.
The internal stakeholders will play a major role in the project implementation. The employees are the ones who are on the front line to implement the service therefore their interaction with the customer will directly influence their experience and therefore their participation is essential. On the one hand, their involvement will result in the improved quality of the offered service, however, on the other hand, the resistance to new technologies may hinder its successful adoption unless it is facilitated through training and communication. It is here that the necessity to match the organizational change undertakings with the capabilities of the employees arises (Ashcroft, 2017). Senior management is responsible to strategic decision making and allocation of resources to make sure that it is aligned to the overall business objectives. However, the strong emphasis on financial performance may be countered against the needs of operational activities, particularly in the context, where the lack of pressure in reducing the costs results in the decrease of the quality of provided services (Whittington et al., 2019).
The IT department will be a part of the technological infrastructure development and maintenance that is the foundation of the StaySmart+. They are able to be innovative and effective using their knowledge and, more specifically, due to the emergence of artificial intelligence. However, there are threats such as ineffectiveness or lateness of the technology that can disrupt the delivery of the service due to its complexity. The opportunities and threats of digital transformation are also mentioned through the increased utilization of automation in the hospitality industry (Tussyadiah, 2020). Similarly, the marketing department will also focus on selling the service and influence the customer adoption. The internal marketing will contribute to the enhancement of the brand positioning, yet on the other hand, the unrealistic messages concerning the measurements will lead to the customer dissatisfaction and disappointment.
Other crucial stakeholders in the establishment of the success of a project are the externals. The customized feedback and service utilization contributions to the service by the customers directly influence the creation of revenue and brand image. The point is that customers can be more loyal and more value can be created by interacting with them effectively, but it is difficult to handle the multiple expectations existing in the international marketplace (Kandampelly et al., 2015). The suppliers provide the sources of important resources and technological support that ensure continuity of operation. However, dependency on suppliers may expose the organization to disruption of the supply chain particularly in foreign business.
The financial and regulatory levels are affected by an influence by the government agencies and investors. Investors desire high financial performance, which probably will stimulate efficiency but will encourage the short-term decision-making as opposed to the long-term sustainability (Jensen, 2017). Legal and regulatory requirements set by the government agencies are obligatory in the area of data protection and sustainability. The organizational legitimacy might be enhanced as a result of compliance but it can also increase the costs and inefficiency of operations.
The stakeholders have a particular position in the partnership of the successful implementation of the StaySmart+ project. An example of this is that, the IT department is tasked with developing and maintaining the technology systems whereas the employees are tasked with directly offering the service to customers. The senior management is strategic and makes sure that enough resources are deployed. Despite the positive effect of such roles on improving coordination and efficiency in business, the overlapping roles and comparable priorities might become a problem (Fleisher, 2022). Thus, it is necessary to define the roles and communicate efficiently to prevent confusion and implement the project without any disruptions. 
[bookmark: _Toc226829772]Frameworks, Models, and Theories
[bookmark: _Toc226829773]Stakeholder Theory
The Stakeholder Theory provides a theoretical ground on the applicability of balancing various interests of stakeholders in organizational decision-making. Even though it increases inclusiveness and value generation in the long-term, its critics argue that it can be hard to operationalize due to inconsistent interests of the stakeholders and scarce resources. In applying this theory to the case of StaySmart+, it would be necessary to incorporate prioritization mechanisms so as to avoid decision paralysis. But it can also be applied to the hospitality sector, where the quality of services depends on the interaction between different stakeholders; relationship management is, therefore, one of the main sources of competitive advantages (Freeman, 2020).
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The Matrix developed by Mendelow is a logical way of prioritizing stakeholders as it categorizes them based on their power and interest. Despite the fact that the model simplifies the complex environment of stakeholders, the model is weak in that the stakeholder’s positions can shift with the times particularly in the dynamic global market. The model can then be used in identifying the key decision-makers in the case of the StaySmart+ project; however, overreliance could result in the exclusion of low-power stakeholders, who, however, can shape the brand reputation. In such a way, it should be implemented flexibly along with the unremitting monitoring of stakeholders (Bourne, 2016).
[bookmark: _Toc226829775]RACI Matrix
RACI Matrix for StaySmart+ Project
	Task / Activity
	Project Manager
	Senior Management
	IT Team
	Marketing Team
	Employees
	Customers
	Suppliers
	Government

	Service Design
	A
	C
	R
	C
	I
	C
	I
	I

	AI System Development
	A
	I
	R
	I
	I
	I
	C
	I

	Marketing Campaign
	A
	I
	I
	R
	I
	C
	I
	I

	Staff Training
	I
	A
	C
	C
	R
	I
	I
	I

	
	
	
	
	
	
	
	
	

	Service Implementation
	A
	C
	R
	C
	R
	I
	C
	I

	Customer Feedback Collection
	A
	I
	C
	C
	I
	R
	I
	I

	Compliance & Regulations
	I
	A
	I
	I
	I
	I
	I
	R


Note: R = Responsible | A = Accountable | C = Consulted | I = Informed
The RACI Matrix can be used to enhance the definition of the roles since the project teams are given roles and accountability. Its organization reduces the amount of confusion and improves coordination, particularly in large projects like StaySmart+. Nonetheless, the model is able to streamline complex interactions because stakeholders are likely to serve multiple roles simultaneously. Furthermore, the rigidity in the usage can limit the dexterity in a dynamic environment. Even under these circumstances, RACI is not utterly useless but can be supported with adaptive management practices and would offer some sort of clarity and responsiveness to the connection with the stakeholders (Wijaya et al., 2025).
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Communication plan is essential in the direction of transparency and alignment among the stakeholders particularly in international projects that have varied cultural and organization backgrounds. As much as structured communication helps in improvement of information flow, over communication can lead to information overload and ineffectiveness. The frequency and relevance plays a role in the balancing of the stakeholders in the StaySmart+ project to maintain the stakeholder involvement. Moreover, the online communication tools are to be selectively followed to make them available and uniform across geographical locations, which explains the necessity of a tailored and flexible communication strategy (Project Management Institute, 2021).
[bookmark: _Toc226829777]Stakeholder Engagement Plan
	Stakeholder Group
	Engagement Strategy
	Justification
	Communication Method
	Frequency

	Senior Management
	Manage closely
	High influence requires continuous alignment; failure risks project delay
	Meetings, reports
	Monthly

	Employees
	Collaborate & involve
	Engagement reduces resistance to change but requires training investment
	Workshops, emails
	Weekly

	Customers
	Consult & inform
	Feedback improves service design but may create unrealistic expectations
	Surveys, social media
	Continuous

	Suppliers
	Collaborate
	Strong relationships ensure efficiency but dependency may increase risk
	Meetings, calls
	Monthly

	Government
	Keep satisfied
	Compliance is essential; however, over-engagement may slow decision-making
	Reports, updates
	Quarterly



[bookmark: _Toc226829778]Stakeholder Engagement Process Using the 4C Model
Communication
Communication will constitute a significant component in aligning the stakeholders in the task with the project objectives especially in a global hospitality environment where departments and regions are taken into consideration. The stakeholders in the StaySmart+ project will be informed frequently via constant correspondence of the stakeholders in form of meetings, reports and through online platform to avail transparency. Nevertheless, to be effective, one is not required to communicate more often. Over communication may result in overloading information to the concerned individuals with too much information and under communication may result in confusion and opposition. Consequently, a strategic plan of communication is to be devised considering a stakeholder relevancy and information requirements so as to warrant a concise but clear communication. That is why it is important to state that, along with the exchange of the information, the control of perception and expectations within the project environment is the aspect of the successful communication (Project Management Institute, 2021).
Collaboration
Teamwork will help with the stakeholders be patients in the process of realizing the common goals, especially with the inter-functional projects like the StaySmart+ where IT, operations and marketing should work extremely close. Because teamwork promotes innovativeness and problem solving as much as possible, a complication is created by the lack of similarity in the priority and power of the stakeholders. In the case of a top management being an example, the top management can be driven by the need to be cost effective but at the same time, the operational teams can be driven by the need to be viable and quality of the services provided. Lack of coordination may cause delays or conflicts instead of synergy in the course of the collaboration process. Thus, this team work should have a purposeful leadership and objectives to make sure that the activities of stakeholders are efficient and project-based (Whittington et al., 2019).
Consultation
Consultation allows the stakeholders to contribute, hence ensuring that the decisions arrived at are grounded on the opinions of different people. Customer feedback and employee opinions play a critical role in service design and implementation that is implemented in StaySmart+ project. However, consultation may also be counter-productive without making it a priority because all the feedbacks are seen as equal, thereby holding decision making and causing confusion. In addition, stakeholders may have conflicting opinion and it may prove difficult to agree. The discriminating nature and control of consultation are, therefore, needed, and only pertinent insights are included in the project without sacrificing the efficiency and orientation (Hofman et al., 2018).
Commitment
Dedication may be viewed as encompassing the level of stakeholder commitment and willingness to help the project to pass. The commitment of employees is particularly necessary in the hospitality industry where the overall service delivery process strictly depends on how much the employee is committed to the new systems such as the StaySmart+. Though training can improve commitment, it cannot be assumed that it is possible through incentives and effective communication. In cases where the stakeholders are threatened or are not experiencing direct benefits, they may be stubborn to change. As a result, commitment is a process that requires a multiplicity of relationship management and trust-building as opposed to a one-time engagement endeavour. This demonstrates that commitment is not a predetermined outcome but it is an ongoing process that is influenced by experiences of stakeholders and organizational practices (Ashcroft, 2017).
[bookmark: _Toc226829779]Impact on Business Performance and Recommendations
The relevance of stakeholder engagement is direct and influential on the performance of the organization particularly in service-based organizations such as the hospitality where value creating is highly dependent on stakeholder interactions. The stakeholder engagement is a positive aspect to the operational efficiency and customer satisfaction with regard to the StaySmart+ project but the impacts of stakeholder engagement are not equally positive; the impacts are dependent on the capability of the engagement strategies to be implemented and controlled.
One of the key positive impacts of stakeholder engagement is improved customer satisfaction that is very essential in the hospitality sector. The involvement of customers through the provision of a feedback mechanism and the personalizing nature of our services in terms of design will allow organizations to match better with customer expectations. This not only makes the customers loyal but also gives the brands value in the competitive markets (Kandampelly et al., 2015). However, excessive reliance on the feedback of the customers may lead to unrealistic expectations or over-customization that would make operation difficult and expensive. Therefore, organizations must find a balance between being responsive and viable in regards to stakeholder input in service development.
The stakeholder involvement also aids in creating a stronger organizational performance due to the collaboration generated among the internal stakeholders, the workers, the administration and the IT teams. This will lead to minimal communication gaps and a well-informed and goal-oriented decision making as the stakeholders will be more active. This can accelerate the process of project implementation and reduce the errors in operations. Nevertheless, the more the stakeholders are engaged, the slower the decision-making process can be, particularly, when more than a number of opinions should be considered. It implies that organizations should ensure that it maintains engagement processes, which are organised and goal oriented to avoid inefficiencies.
The other significant impact is that it will give the company a better brand image and competitiveness. The stakeholders are also engaged effectively to demonstrate transparency, ethical behaviour and devotion to the service delivery that is very critical in instilling trust. The reputation of a brand is relevant in the determination of customer choice and investment of global hospitality markets (Aroul et al., 2023). However, a poor stakeholder management could destroy reputation within very little time particularly in the digital age where a negative remark can be posted at a rate that is alarming. This shows that besides being an opportunity, stakeholder engagement is a risk factor that needs to be managed.
The stakeholders are also involved strategically to ensure the long-term sustainability and growth of the organization. Such an approach to environmental and social aspects of the decision-making system is aligned with the principles of social responsibility that are becoming increasingly popular among the stakeholders (Baden, 2016). The sustainability amenities, in the StaySmart+ project, will assist in making the organization a brand that is environmentally friendly. However, the implementation of sustainability programmed is normally followed by the added costs and operational requirements, which might bring frictions between the immediate profitability and the value-creation in the long run.
The engagement of the stakeholders has various challenges that can affect the business performance regardless of the benefits involved with it. Several cultural and geographic environments will present the project with numerous expectations of the stakeholders. The differences in the communication styles, values, and expectations can be related to misunderstandings and conflicts which are to be managed in order to prevent any negative outcomes. In addition, unbalanced influence of the stake-holders may influence the decision-making, and it may result in giving priority to one interest above the other. These problems highlight the importance of being flexible and culture sensitive in the way of interacting.
To compute such problems and extract the best out of the stakeholder engagement, one can provide several recommendations. First to mention is that organizations should embrace structured communication networks that can effectively sustain the relevant information flow to the stakeholders at the right time and without bombarding them. Technologies, such as the built-in communication systems, can enhance productivity and consistency in the international operations. These tools must though be utilized well to make sure that it does not apply them excessively to the point of being overreliant on the technology and be inclusive.
Second, organizations should invest into training and development of the employees in order to be able to adopt the new technologies and provide high quality services. Employee engagement greatly relies on constant support and encouragement that can only be implemented rather than the occasional training programmed.
Third, to ensure that the resources are well utilized, organizations should develop prioritization strategies of the stakeholders in a clear manner using such tools as stakeholder mapping. Despite the need to include all the stakeholders, the high-impact stakeholders may be put into focus to make the decision-making processes effective.
[bookmark: _Toc226829780]Conclusion 
In conclusion, stakeholder involvement is a critical element of the project success, in particular, when the project is a complex one and it is spread across the globe such as the service StaySmart+. The report has mentioned that, internal and external stakeholders ought to be identified and analyzed in order to ensure alignment, collaboration and effective decision-making lifecycle of the project. Applying such theories as the Stakeholder Theory, the Matrix developed by Mendelow, and the RACI model present a variant of managing the relationships with the stakeholders in a systematic way, however, their usefulness is their flexibility regarding the practice. The aspect of the 4C model utilization is also highlighted in the fact that engagement is not a one-time affair but a process that involves active participation to maintain constant communication, collaboration, consultation and commitment. Despite the possibility of ensuring customer satisfaction, agent efficiency, and brand enhancement due to a successful interaction, issues such as the existence of competing interests among the stakeholders, culture, and the limited resources available to solve the problem exist. Ultimately, it would allow the organization to overcome these opportunities and challenges and make the StaySmart+ project successful through adaptive and strategic management of stakeholders. By incorporating the critical engagement practices within the organizational operation, the organization will not only achieve the project goals, but also improve the performance and sustainability of the business in the long term.
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