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Introduction to the UK company I represent today

Genting Hotel operates as a key component of the wider Genting Group, a globally recognized organization with an extensive portfolio of hospitality ventures originating in Malaysia.(Genting Hotel 2026) 
Over several decades, the Genting Hotels brand has cultivated a reputation for delivering high‑quality, internationally benchmarked service, positioning itself as a preferred choice for discerning travelers. Central to this reputation is the Genting Hotels Brand Standards Manual, which articulates the physical, operational, and service attributes that define the brand’s identity. These standards have been refined over more than 40 years of responding to evolving guest expectations, industry trends, and competitive pressures.

The brand’s commitment to excellence is reinforced through the consistent application of its core values, ensuring that each property upholds the integrity of the Genting experience. This emphasis on uniformity and quality assurance enables the organization to deliver a memorable, agreeable, and reliable stay for guests across its portfolio. As the hospitality sector continues to evolve, the Genting Hotels brand remains anchored in its long‑standing dedication to service quality, guest satisfaction, and the preservation of a cohesive brand identity.

This organization, a leading entity within the international hotel and hospitality sector, is preparing to implement a strategic innovation aimed at enhancing its global service portfolio. This initiative, known as StaySmart+, represents a premium customer experience programme that integrates advanced AI‑driven guest interaction systems, personalized travel planning capabilities, and sustainability‑oriented amenities. Designed to elevate comfort, operational efficiency, and brand distinction, StaySmart+ aligns with contemporary shifts in consumer expectations and industry-wide digital transformation. The service is scheduled for deployment across selected properties worldwide within the next six months, marking a significant milestone in the organization's commitment to delivering technologically sophisticated and environmentally responsible hospitality solutions. This will be a massive change and will take a lot of work but will be a massive step forward in the future. This will be adopted globally within all our hotels. 
The future of Genting Hotel will be shaped by rapid technological advancements that transform both operational efficiency and the guest experience, positioning the hotel as a digitally enabled, experience‑driven destination.


Stakeholder Analysis and Engagement Report for the StaySmart+ Service Launch 
1. Stakeholder Identification
Stakeholders for the StaySmart+ initiative can be categorized into internal, external, and market‑level groups. Clear identification supports targeted engagement and resource allocation (Bryson, 2018).
2. Internal Stakeholders
• 	Executive Leadership Team – Provides strategic direction, funding approval, and governance oversight.
• 	Operations and Hotel Management Teams – Responsible for local implementation, staff coordination, and service delivery.
• 	IT and Digital Innovation Departments – Lead AI integration, system testing, cybersecurity, and technical support.
• 	Marketing and Brand Communications – Manage global messaging, customer education, and promotional campaigns.
• 	Frontline Staff and Guest Service Teams – Directly interact with guests and operationalize the StaySmart+ experience.
2.1 External Stakeholders
• 	Technology Vendors and AI Solution Providers – Supply and maintain the digital infrastructure underpinning StaySmart+.
• 	Sustainability Partners and Environmental Certification Bodies – Ensure alignment with eco‑standards and reporting requirements.
• 	Travel Agencies and Distribution Partners – Promote the service and integrate it into customer booking pathways.
2.2 Market‑Level Stakeholders
• 	Guests and Loyalty Programme Members – Primary users whose adoption determines service success.
• 	Regulatory Authorities – Oversee data protection, AI governance, and environmental compliance across jurisdictions.
• 	Local Communities – Influence brand reputation and support sustainability initiatives.
 
3. Stakeholder Analysis
Stakeholder analysis enables the organization to assess levels of influence, interest, and potential impact on the StaySmart+ rollout (Mitchell, Agle & Wood, 1997).
3.1 Power–Interest Assessment
  
4. Stakeholder Engagement Strategies
Effective engagement must be structured, continuous, and tailored to stakeholder needs. Literature emphasizes that engagement strategies should promote transparency, participation, and shared ownership (Eskerod & Jepsen, 2013).
4.1 Engagement Across the Project Lifecycle
Planning Phase
• 	Executive Leadership: Strategic briefings, risk assessments, and investment justification.
• 	IT Teams: Co‑design workshops, system architecture planning, and pilot testing.
• 	Hotel Managers: Operational feasibility assessments and resource planning.
• 	Hotel Managers: Implementation monitoring, performance dashboards, and issue escalation.
• 	Sustainability Partners: Verification of eco‑amenities and reporting frameworks.
4.2 Communication and Engagement Tools
• 	Stakeholder briefings and progress reports
• 	Cross‑functional project steering committees
• 	Digital collaboration platforms
• 	Training programmes and e‑learning modules
• 	Pilot testing and feedback cycles
• 	Customer surveys and sentiment analysis





Appraisal of the Genting Hotel with a SWOT and Pestle Analysis
This appraisal evaluates Genting Hotel’s strategic position through SWOT and PESTLE frameworks to assess its internal capabilities and external environment.

SWOT Analysis
Strengths
• 	Strong global brand and diversified portfolio: Genting operates over 18,000 hotel rooms and multiple integrated resorts, giving it significant market presence and operational resilience (pestel-analysis.com, 2025).
• 	Integrated resort model: The combination of hotels, casinos, theme parks, and entertainment enhances customer engagement and revenue diversification (pestel-analysis.com, 2025).
• 	High visitor volume and occupancy: Resorts World Genting recorded 28.1 million visitors and a 99% occupancy rate in 2024, demonstrating strong demand and brand loyalty (pestel-analysis.com, 2025).
• 	Sustainability and ESG focus: Genting Bhd’s strategic reports highlight growing emphasis on ESG practices, supporting long‑term competitiveness (Quaintel, 2025).
Weaknesses
• 	High operational complexity: Managing hotels, casinos, and theme parks simultaneously increases operational risk and cost (pestel-analysis.com, 2025).
• 	Dependence on regulatory environments: Gaming operations are heavily regulated, exposing the company to policy shifts (PortersFiveForce.com, 2024).
• 	Capital‑intensive business model: Large‑scale resorts require significant investment, making the company vulnerable to economic downturns.
Opportunities
• 	Growth in global tourism: Malaysia welcomed 26.1 million tourists in 2023, signalling strong recovery and expansion potential (PortersFiveForce.com, 2024).
• 	Technological innovation: AI‑driven guest services and digital transformation can enhance operational efficiency and customer experience.
• 	Expansion into new markets: Genting’s international presence in the UK, US, Egypt, and the Bahamas provides opportunities for further diversification (Research and Markets, 2025).

Threats
• 	Regulatory changes in gaming laws: Reviews of gambling legislation in key markets such as the UK may restrict advertising or increase taxation (PortersFiveForce.com, 2024).
• 	Economic fluctuations: Global economic instability can reduce discretionary spending on travel and entertainment.
• 	Environmental and social activism: Increasing pressure for sustainable operations may require costly adaptations (EMBA Pro, 2025).
Now let's do a Pestle Analysis. 

PESTLE Analysis
Political Factors
• 	Genting’s operations are significantly influenced by government policies on gaming, tourism, and foreign investment (EMBA Pro, 2025).
• 	Political stability in Malaysia, Singapore, the US, and the UK supports operational continuity, though sudden policy shifts remain a risk (PortersFiveForce.com, 2024).
Economic Factors
• 	Genting Berhad reported revenue of US$6.06 billion in 2025, reflecting strong economic performance (pestel-analysis.com, 2025).
• 	Tourism growth, particularly in Malaysia, enhances demand for hospitality services (PortersFiveForce.com, 2024).
• 	Economic downturns can negatively impact visitor spending and hotel occupancy.
Social Factors
• 	Rising consumer demand for integrated leisure experiences supports Genting’s business model.
• 	Shifts toward sustainable and ethical tourism influence guest expectations and brand perception.
Technological Factors
• 	Technological advancements, including AI, digital booking systems, and smart‑room technologies, are reshaping hospitality operations.
• 	Genting’s adoption of digital innovations enhances competitiveness and service quality.


Environmental Factors
• 	Increasing environmental regulations require hotels to adopt sustainable practices, energy efficiency measures, and waste reduction strategies.
• 	Genting’s large‑scale resorts face scrutiny regarding environmental impact.
Legal Factors
• 	Gaming regulations, licensing requirements, and advertising restrictions significantly affect Genting’s operations (PortersFiveForce.com, 2024).
• 	Compliance with international data protection laws (e.g. GDPR) is essential due to global operations.

In conclusion to the above SWOT and PESTLE Analysis, the Genting Hotel benefits from strong brand equity, a diversified hospitality portfolio, and a successful integrated resort model. However, its exposure to regulatory environments, operational complexity, and economic fluctuations presents ongoing challenges. The SWOT and PESTLE analyses highlight that Genting’s future competitiveness will depend on its ability to leverage technological innovation, strengthen sustainability practices, and navigate evolving regulatory landscapes. Overall, Genting Hotel remains strategically well‑positioned but must continue adapting to global market dynamics.













Stakeholder Analysis
Global hotel organizations such as Genting Hotel depend on a network of internal and external stakeholders whose coordinated involvement is essential for operational success. Stakeholder theory argues that organizations must recognize and manage the interests of multiple groups to achieve sustainable performance (Freeman, 2010). The following section outlines the key stakeholders, their roles, responsibilities, importance, and the challenges they may face.
Internal Stakeholders
Executive Leadership
Leadership is responsible for strategic direction, investment decisions, and ensuring compliance across international markets (Bryson, 2018). Their importance lies in resource allocation and long‑term planning. However, they face challenges such as navigating regulatory differences and managing financial risks in a volatile global hospitality environment (PortersFiveForces.com, 2024).
Operations and Hotel Management
These teams oversee daily service delivery, staffing, and implementation of brand standards. They are essential for maintaining service quality and operational efficiency. Their challenges include managing complex integrated resort operations and responding to fluctuating tourism demand (pestel-analysis.com, 2025).
Frontline Employees
Frontline staff deliver the guest experience and uphold the brand’s service values. They are crucial for customer satisfaction and loyalty. Challenges include emotional labor, cultural diversity, and the need for continuous training to meet evolving service expectations (EMBA Pro, 2025).
Technology and Digital Teams
These teams manage digital systems, AI tools, and cybersecurity. Their importance has grown as hotels adopt digital transformation strategies. Challenges include integrating new technologies across global sites and ensuring data protection compliance.
External Stakeholders
Technology Vendors and Suppliers
They provide essential systems, equipment, and sustainable products. Their importance lies in enabling innovation and operational continuity. Challenges include meeting quality standards and managing cross‑border logistics.

Regulators and Government Authorities
They enforce laws related to hospitality, gaming, labor, and environmental standards. Their importance is high due to compliance requirements. Challenges include monitoring complex resort operations and adapting regulations to technological change.
Guests and Loyalty Members
Guests are central stakeholders whose satisfaction drives revenue and brand reputation. Their challenges include concerns about data privacy and inconsistent service across international locations.
 
RACI, Stakeholder Map, and Engagement Approach
A RACI approach clarifies accountability: leadership is accountable for strategy; operations and tech teams are responsible for implementation; frontline staff are responsible for delivery; regulators and guests are consulted or informed depending on the activity.
A stakeholder map positions leadership, regulators, and operations in the high‑power/high‑interest category; frontline staff and guests in high‑interest but lower‑power; and vendors in high‑power but lower‑interest. This supports targeted engagement (Freeman, 2010).
A stakeholder engagement plan should priorities regular briefings for leadership, operational workshops for managers, training for staff, compliance consultations with regulators, and continuous feedback mechanisms for guests. A communication plan should use structured reporting for leadership, operational updates for managers, training communications for staff, and digital channels for guest engagement.










Critical Explanation of Stakeholder Engagement and Managerial Responsibilities
Effective stakeholder engagement is essential for the successful delivery of a complex hospitality project within a global hotel organization such as the Genting Hotel. Managing diverse stakeholders requires a structured approach that ensures clarity, reduces conflict, and promotes shared ownership of project outcomes. As project manager, your role is to coordinate this process, ensuring that all stakeholders remain informed, involved, and aligned throughout the project lifecycle.
A useful framework for guiding this process is the 4Cs model, which emphasizes communication, collaboration, consultation, and commitment. These four elements support constructive engagement and help prevent or resolve conflict before it disrupts project progress. Clampitt PG(2016)
Communication forms the foundation of stakeholder engagement. It involves providing clear, timely, and consistent information to all stakeholders, including leadership, operational teams, frontline staff, vendors, and regulators. Effective communication reduces uncertainty, prevents misunderstandings, and ensures that expectations are aligned. As project manager, you are responsible for establishing communication channels, delivering updates, and ensuring transparency across all levels of the organization.
Collaboration requires actively involving stakeholders in key aspects of the project. In a global hotel context, this may include working closely with operations managers to refine service processes, engaging technology teams in system development, or coordinating with external partners to ensure smooth implementation. Collaboration fosters shared ownership, strengthens relationships, and reduces resistance to change. Your role is to facilitate this cooperation, encourage cross‑functional teamwork, and create an environment where stakeholders feel valued and empowered.
Consultation ensures that stakeholders’ views, concerns, and expertise are incorporated into project decisions. This is particularly important in hospitality, where frontline employees, guests, and regulators each hold unique insights that can influence project success. As a project manager, you must actively seek feedback, conduct meetings or workshops, and integrate stakeholder perspectives into planning and problem‑solving. Consultation helps identify potential conflicts early, allowing you to address issues before they escalate.
Commitment refers to securing stakeholder buy‑in and maintaining engagement throughout the project. This requires building trust, demonstrating competence, and ensuring that stakeholders understand the project’s value and their role within it. Your responsibility is to reinforce this commitment by recognizing contributions, following through agreed actions, and ensuring that engagement activities lead to meaningful outcomes.
Conflict is inevitable in large, multi‑stakeholder projects, particularly in global hospitality environments where cultural, operational, and regulatory differences exist. As project manager, you must anticipate areas of tension, mediate disagreements, and apply negotiation and problem‑solving techniques to maintain cohesion. By applying the 4Cs model, you create a structured, inclusive, and transparent engagement process that minimizes conflict and supports successful project delivery.
 























Evaluation of the Impact of Stakeholder Engagement on Business Performance
Stakeholder engagement plays a decisive role in shaping business performance within Genting Hotel, particularly given the organization's global scale and operational complexity. Effective engagement strengthens organizational alignment, enhances service quality, and supports regulatory compliance. When internal stakeholders such as leadership, operations teams, and frontline employees are actively involved in decision‑making, the hotel benefits from clearer coordination, reduced operational inefficiencies, and improved consistency in service delivery. This contributes directly to guest satisfaction, brand reputation, and overall financial performance.
Engagement with external stakeholders also has a significant impact. Strong relationships with regulators ensure compliance and reduce the risk of operational disruption. Collaboration with suppliers and technology partners supports innovation, sustainability, and service reliability. Guest engagement, particularly through feedback mechanisms and loyalty programmes, enhances the hotel’s ability to adapt to changing expectations and maintain competitive advantage.
Conversely, weak stakeholder engagement can hinder performance. Poor communication may lead to operational conflict, resistance to change, or misalignment between departments. Insufficient consultation with regulators can result in compliance failures, while limited engagement with guests or frontline staff can reduce service quality. Therefore, stakeholder engagement is not merely supportive but fundamental to Genting Hotel’s operational resilience and long‑term strategic success.
 
Recommendations to Strengthen Stakeholder Engagement
1. Effective stakeholder engagement is a critical determinant of organizational performance within the hospitality sector, where service quality, reputation, and long‑term competitiveness depend on strong relationships with diverse internal and external actors. For Genting Hotel, located within a complex leisure and entertainment ecosystem, proactive engagement is essential for sustaining guest satisfaction, employee commitment, regulatory compliance, and community legitimacy. This report outlines strategic recommendations to strengthen stakeholder engagement, drawing on principles of stakeholder theory, service excellence, and contemporary hospitality practice.
2. Enhancing Internal Stakeholder Engagement Employees represent a primary stakeholder group whose engagement directly influences service delivery, guest experience, and organizational culture. The Genting Hotel would benefit from implementing structured internal communication and participation mechanisms. Establishing cross‑departmental collaboration forums can reduce operational silos and promote shared problem‑solving. Additionally, employee innovation programmes, where staff propose service enhancements, can foster empowerment and continuous improvement. Digital communication platforms such as an internal staff hub can further support transparency, recognition, and access to training resources, thereby strengthening organizational commitment.
3. Strengthening Guest Engagement Guests remain the hotel’s most influential external stakeholders, and their expectations increasingly center on personalization, convenience, and experiential value. Genting Hotel should expand its use of customer relationship management (CRM) systems to tailor communications, offers, and service interactions. The development of themed experiential packages—for example, wellness retreats, entertainment bundles, or culinary experiences can attract diverse market segments and enhance perceived value. Implementing real‑time feedback mechanisms, such as QR‑based micro‑surveys, would allow the hotel to capture guest sentiment during their stay and respond promptly to service issues, improving satisfaction and loyalty.
4. Deepening Community and Local Partnership Engagement As a major hospitality provider, Genting Hotel plays a significant role in the local economy and community. Strengthening relationships with local businesses, educational institutions, and community groups can enhance social value and brand reputation. Collaborative initiatives—such as joint promotions with local attractions, community open days, and partnerships with colleges for internships and training—can reinforce the hotel’s position as a responsible and engaged corporate citizen. Such activities also support local talent development and contribute to long‑term workforce sustainability.
5. Enhancing Engagement with Government and Regulatory Bodies Given the regulatory complexity of hospitality and leisure operations, maintaining transparent and proactive relationships with government stakeholders is essential. Genting Hotel should increase its participation in regional tourism boards and industry associations, enabling early awareness of policy changes and opportunities for influence. Regularly sharing sustainability, safety, and compliance reports with local authorities can build trust and demonstrate accountability. Hosting annual stakeholder briefings that include regulators would further reinforce transparency and strengthen institutional relationships.
6. Engaging High‑Value Stakeholders: Corporate Clients, Investors, and VIP Guests High‑value stakeholders contribute significantly to revenue stability and brand prestige. Genting Hotel could introduce a VIP stakeholder concierge programme offering bespoke services, exclusive previews, and personalized communication. For corporate clients, annual appreciation events and tailored hospitality packages can reinforce long‑term partnerships. Investors should be engaged through transparent digital dashboards that communicate performance metrics, sustainability progress, and strategic developments, supporting confidence and continued investment.
7. Expanding Digital and Social Media Engagement Digital platforms are increasingly central to stakeholder communication in the hospitality industry. Genting Hotel should enhance its presence on TikTok, Instagram, and LinkedIn, using storytelling, behind‑the‑scenes content, and staff features to humanise the brand. Strategic influencer partnerships aligned with luxury, wellness, and entertainment themes can broaden reach and attract new demographics. A digital stakeholder newsletter could further support ongoing communication with guests, partners, and community stakeholders.
8. Strengthening Sustainability and Corporate Social Responsibility (CSR) Engagement Sustainability is a growing priority for stakeholders across the hospitality sector. Genting Hotel should publish an annual sustainability report outlining progress on energy efficiency, waste reduction, and community contributions. Visible in‑hotel sustainability initiatives—such as refill stations, green housekeeping options, and educational signage—can engage guests directly. CSR activities, including charity events and community clean‑ups, can further enhance stakeholder perceptions of the hotel’s social responsibility.
9. Implementing a Stakeholder Engagement Dashboard To support evidence‑based decision‑making, Genting Hotel should develop a stakeholder engagement dashboard that tracks key metrics such as guest satisfaction, employee turnover, partnership activity, and social media sentiment. Data analytics can identify engagement gaps and inform targeted interventions. Sharing insights with internal teams will promote a culture of continuous improvement and strategic alignment.
10. Strengthening stakeholder engagement is essential for Genting Hotel’s long‑term success within a competitive and rapidly evolving hospitality landscape. By enhancing internal communication, personalizing guest experiences, deepening community partnerships, engaging regulators, and leveraging digital platforms, the hotel can build resilient relationships that support operational excellence and sustainable growth. The recommendations presented in this report provide a strategic framework for advancing stakeholder engagement in alignment with contemporary hospitality best practice.

Ashcroft’s work emphasizes that effective stakeholder management depends on understanding the relational dynamics that shape how individuals and groups interact within and around an organization. Ashcroft J.(2017) Rather than viewing stakeholders merely as entities with interests to be managed, the relational perspective highlights the importance of trust, mutual respect, and shared purpose in sustaining productive relationships. According to this approach, organizations must pay close attention to the quality of their interactions, recognizing that communication patterns, power imbalances, and organizational culture all influence stakeholder perceptions and behaviors. By adopting a relational lens, managers are better equipped to identify underlying tensions, strengthen collaboration, and create conditions that support long‑term engagement. 

Conclusion
In summary, Genting Hotel’s long‑established reputation for excellence is rooted in decades of consistent brand standards, operational discipline, and a sustained commitment to delivering high‑quality guest experiences across its global portfolio. The organization's ability to maintain a cohesive brand identity while adapting to evolving industry expectations has positioned it as a leading force within the international hospitality sector. As the competitive landscape continues to shift toward digitalization, personalization, and sustainability, Genting Hotel’s strategic direction reflects a clear understanding of these emerging imperatives.
The introduction of the StaySmart+ initiative marks a significant progression in the brand’s evolution, signaling a deliberate move toward technologically enhanced, environmentally responsible, and guest centered service innovation. By integrating AI‑driven interaction systems, personalized travel planning, and sustainability‑focused amenities, the organization is not only responding to contemporary market demands but also reinforcing its long‑standing values of quality, consistency, and operational excellence. The forthcoming global rollout of StaySmart+ therefore represents more than a service enhancement; it embodies Genting Hotel’s broader strategic ambition to remain competitive, future‑ready, and aligned with the expectations of modern travelers.
Ultimately, the initiative reflects the organization's continued commitment to innovation while preserving the core principles that have defined the Genting brand for over four decades. As the hospitality sector becomes increasingly shaped by technological advancement and shifting consumer priorities, Genting Hotel’s proactive approach ensures that it remains well‑positioned to deliver exceptional guest experiences and sustain its leadership within the global market.
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