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Understanding the importance of Stakeholder Engagement in successful commencement and completion of project.

I will examine engagement structures and procedures, identify and classify stakeholders, and assess the organisational environment in my report. I'll be examining Holiday Inn's StaySmart+ initiative's stakeholder engagement tactics. Additionally, I will discuss how stakeholder participation affects corporate success and offers suggestions for strengthening stakeholder ties. 
Under the InterContinental Hotels Group (IHG), Holiday Inn is a well-known mid-scale hotel brand that offers fantastic accommodations for families, business travellers, and leisure travellers. With more than 1,000 locations, Holiday Inn has been an award-winning global icon since opening its first hotel in 1952 (IHG, 2025). In a 2021 Morning Consult survey, US consumers ranked it as the most trusted travel brand, and it continues to be the top option for both owners and visitors. In addition to working directly with owners to produce their open lobby and other modifications intended to keep up with changing guest expectations, the modern, efficient design approach cuts the cost to build, open, and manage. The chain has grown to include Holiday Inn, Holiday Inn Express, and Holiday Inn Resorts. The Holiday Inn corporation launched the first hotel loyalty program in February 1983, setting an industry standard that paved the way for IHG to have one of the biggest loyalty programs in the world today, which was redesigned as IHG One Rewards in 2022. IHG One Rewards is a loyalty program that acknowledges that no two travellers are alike and that everyone should be rewarded in ways that work for them. It offers faster earnings, better benefits, and exceptional options.
With televisions and phones in every room, the Holiday Inn brand was the first in the business to offer entertainment and technology on a scale never seen before. The IHG One Rewards app, which has received three Webby Awards to date, offers a new mobile experience that grants access to its 19 brands, more than 6,300 hotels, and the IHG One Rewards loyalty program in an increasingly busy world. Finding the greatest deals, booking a room in a matter of seconds (with an incredibly quick book function), sorting results to discover information they need, taking advantage of special perks for IHG One Rewards members, and managing their stays all in one location are all available to guests. 

When it comes to cutting-edge cloud-based technologies, such as guest reservation systems, IHG Hotels & Resorts is at the forefront of the sector. To further improve and customise the visitor experience, IHG recently become the first hospitality company to incorporate Apple AirPlay into hotel rooms. Holiday Inn is getting ready to introduce "StaySmart+," a premium service that combines sustainability-focused amenities, personalised trip planning, and artificial intelligence (AI) in response to these trends. Digital technological advancements, shifting consumer expectations, and a greater focus on sustainability have all significantly changed the hospitality sector. According to Buhalis and Leung (2018), modern travellers want experiences that are smooth, customised, and technologically enabled, thus businesses must quickly adapt. 
Effective stakeholder engagement is essential to the execution of Staysmart+. Through their expectations, involvement level, and areas of interest, stakeholders impact project outcomes. To ensure long-term success, companies must consider the needs of all stakeholders, according to Freeman (1984). 
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Swot Analysis

InterContinental Hotels Group boosts Holiday Inn's global brand. Its loyalty programs like IHG One Rewards retain customers and provide customisation data.

Weaknesses

Holiday Inn's mid-scale location may hinder its ability to compete with premium businesses offering more advanced tailored services, notwithstanding its strengths. Its franchising strategy can cause service discrepancies and delayed technology adoption.

Opportunities

StaySmart+ may capitalise on the increased desire for tailored and tech-driven experiences. Customers expect convenience, efficiency, and customised services from StaySmart+. Sustainability trends allow Holiday Inn to improve its environmental performance and brand image.



Threats

Marriott and Hilton, which invest in digital innovation, pose a threat. Smaller hotel owners struggle to compete and adapt due to economic uncertainties, cybersecurity threats, and regulatory issues (Porter, 2008).

[image: ]


 
Pestle Analysis

Political factors include compliance with international regulations, particularly data protection laws such as GDPR, which directly impact the use of Ai techniques. 
Economic factors such as inflation and fluctuating travel demand influence occupancy rates and profitability.
Social factors highlight the growing importance of personalised experiences and sustainability. 
Technological advancements enable innovation but require continuous investment and adaption (Buhalis and Leung, 2018).


Legal considerations involve compliance with labour laws and data privacy regulations.
Environmental factors emphasise the need for sustainable practices, as stakeholders increasingly expect organisations to reduce their environmental impact.

Stakeholders
Stakeholders are individuals or groups who can influence or are affected by a project’s outcomes (Freeman, 1984).

Internal Stakeholders
Internal stakeholders are directly involved within the organisation and have significant influence over decision-making and implementation. 

Senior Management (IHG Executives) 
Provide strategic direction, approve budgets and ensure alignment with corporate objectives of InterContinental Hotels Group.

Project Manager
Responsible for planning, execution and coordination of the StaySmart rollout across multiple locations.
IT and Ai Development Teams: Design, develop and maintain the technological infrastructure required for Ai-driven services.
Marketing Development
Promote StaySmart+, position the service in the market, and communicate its value to customers.
Operations and Hotel Staff
Frontline employees who deliver the service experience and interact directly with guests. Their acceptance is critical for successful adoption.
Human Resources (HR) 
Manage recruitment, training and change management processes to support staff adaption.
External Stakeholders
External stakeholders exist outside the organisation but are equally important.

Customers/ Guests 
Their satisfaction and feedback determine the success of the iniative.
Technology Suppliers and Vendors
 Provide Ai systems, software platforms and technical support necessary for implementation.
Franchise Owners
 As Holiday Inn operates largely on a franchise model, owners play a key role in adopting and funding the new service.
Government and Regulatory Bodies
Make sure you follow all the rules, such as those about data privacy and hospitality.
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The stakeholder power-interest matrix for StaySmart+, an AI travel app that works with Holiday Inn, helps figure out how to deal with different stakeholders. Managers, IT teams, and data protection professionals are important stakeholders who have a lot of authority and interest. They need to be closely controlled since they affect choices and the evolution of the system. People who have a lot of authority but not as much interest, like investors and regulators, should be kept happy with updates. Customers, hotel personnel, and marketing teams are very interested but have less power. This means that they should be kept up to date and involved to make sure the app is useful and successful. Lastly, people with little authority and little interest merely need to be watched. This method makes it easier to talk to each other and makes the app more likely to succeed.


Roles and responsibilities
StaySmart+ is an AI-powered trip planning program that works with Holiday Inn. For it to be successful, the roles and responsibilities of all the important people involved must be clearly defined. Each stakeholder is responsible for a distinct part of the project, making sure it works, is safe, and meets the needs of the business. 
The senior management team at InterContinental Hotels Group is in charge of the company's overarching strategy. They are in charge of approving the project, giving it money, and making sure that the app fits with the company's long-term goals, including making customers happier and getting more reservations. They also keep an eye on how well things are going and make big decisions like whether to grow or invest more. 
StaySmart+ is being developed and integrated by the IT and digital transformation teams. They are responsible for creating the system architecture, making sure it works with existing booking systems, and keeping the system running smoothly. They also make sure that both company and client data are safe from hackers, which is very important for keeping confidence. 

Data protection and compliance teams are very important for making sure that the app follows the law and is ethical, especially rules like GDPR. They are in charge of making sure that customer data is collected, saved, and used in a way that is clear and gets the user's permission. If they don't do their job right, they could face legal trouble and damage to their reputation, which is why their job is so important. 
AI developers and cloud service providers are examples of outside technology partners who are in charge of providing and keeping up the app's artificial intelligence features. They make algorithms that customise travel suggestions, automate customer care tasks, and make the user experience better. For easy integration and continued innovation, they need to work with internal IT departments. 
Front desk workers and concierge teams at hotels are in charge of leveraging the information from StaySmart+ to improve customer service. For instance, they might leverage AI-generated suggestions to make customised recommendations to guests. They also tell you how easy and useful the method is, which helps the app get better over time. 
The marketing teams are in charge of getting people to buy StaySmart+ and use it. Part of their job is to develop campaigns, highlight important features, and talk about the benefits of using AI to organise trips. They also look at statistics on how customers interact with their marketing to make it better and reach more people. 
Customers are vital because they use the app and give feedback. Their usage data helps make AI recommendations better and the overall system work better. It's important to make sure that users have a good experience because happy customers are more likely to stick with your brand and buy more. 

Lastly, investors and regulators are in charge of keeping an eye on everything. Investors are interested in how well the app does financially and how much money it makes. Regulators make sure the app follows the law. Even if they don't work as much on a day-to-day basis, they still have a lot of power.
In conclusion, StaySmart+ will be developed, put into use, and kept up with if everyone knows what their role and responsibility is. For the program to be safe, new, and user-friendly, these groups need to work together very well.


Frameworks, Models and theories
StaySmart+, an AI-powered vacation planning software connected with Holiday Inn, requires effective stakeholder management. Stakeholder interactions can be identified, analysed, and managed using several frameworks to align technical, operational, and strategic goals. 
The Stakeholder Power–Interest Matrix (Mendelow, 1991) classifies stakeholders by project influence and interest. Highly influential stakeholders like senior management and IT leadership must be closely managed since they influence strategic decisions and system integration. High-level reporting should satisfy powerful, low-interest stakeholders like investors and regulators. Low-power, high-interest stakeholders like consumers and hotel personnel should be informed and engaged, while low-power, low-interest groups need little monitoring. 

Keeping stakeholders engaged throughout the project lifetime requires an engagement plan. Organisational success depends on stakeholder participation, according to Freeman (1984). StaySmart+ must determine stakeholder expectations, engagement goals, and involvement techniques. Hotel staff can be engaged through pilot testing and feedback sessions, while customers can be engaged through app surveys and usability testing. This ensures user-centred design and continual improvement. 

A communication plan organises and standardises stakeholder information sharing. Effective communication enhances teamwork and lowers uncertainty (PMI, 2021). StaySmart+ may use executive dashboards for senior management, technical reports for IT teams, and marketing updates for promotional teams. Customers can receive in-app feedback and notifications. For clarity and openness, the strategy should establish communication frequency, channels, and accountability. 

Another key framework for stakeholder roles in decision-making and task execution is the RACI matrix (Responsible, Accountable, Consulted, Informed). IT teams construct the system, senior management ensures project success, data compliance teams advise on privacy, and investors are updated. The Project Management Institute (2021) states that this model eliminates role ambiguity, duplication, and organisational accountability. 
These frameworks help StaySmart+ manage stakeholders. Prioritisation (stakeholder matrix), involvement (engagement plan), communication (communication plan), and responsibility allocation (RACI matrix) helps manage all stakeholders. This improves system installation, adoption, and sustainability.




As the project manager for StaySmart+, an AI-powered trip planning app that works with Holiday Inn, I need to make sure that all stakeholders are involved in a way that makes the system work well. Senior leaders, IT teams, data protection officers, hotel staff, customers, and outside technology providers are all stakeholders. The 4C's approach (Communication, Collaboration, Consultation, and Commitment) helps with managing these diverse groups through a structured engagement method (Freeman, 1984; PMI, 2021).

Communication 

Communication and coordinated project information exchange underpin stakeholder management. As project manager, I would create a formal communication plan that specifies what, how often, and through which channels information is exchanged. Senior executives would receive cost, risk, and project progress dashboards, while IT teams would receive technical documentation and sprint updates. Customers will get in-app feedback and feature improvements. Misinformation and uncertainty generate stakeholder resistance, whereas good communication minimises them (PMI, 2021). Too much technical terminology for non-technical stakeholders might diminish engagement, while too little detail for technical teams can cause implementation issues. Therefore, a balanced, audience-specific communication strategy is essential. 

Collaboration 

Collaboration involves stakeholders working together to achieve project goals. StaySmart+ requires IT, AI, and hotel operations teams to work together. Iterative development using agile project management methods would allow stakeholder input and rapid adaption. 
Collaboration boosts creativity, especially in AI systems where user feedback enhances algorithm performance. Collaboration can be difficult when marketing teams want rapid rollout and IT teams want system stability. Clear governance frameworks and sprint-based planning would align expectations and balance decision-making. 

Consultation 

Consultation entails aggressively soliciting stakeholder opinion before major decisions. Compliance teams, hotel workers, and end users need this. For GDPR compliance, data protection officials must be contacted before applying consumer data analytics. 
Surveys, usability testing, and pilot programmes in selected Holiday Inns would gather customer input. Consultation ensures user-centeredness and saves costly redesign later in development. Consultation must be prioritised by stakeholder influence and project stage. 

Commitment 

Commitment means gaining stakeholder support and maintaining project momentum. Executive commitment is needed for finance and strategic alignment, while hotel worker commitment is needed for operational performance. Due to change reluctance, even well-designed systems may fail without staff engagement. 
I would use training, stakeholder workshops, and change management to develop commitment. According to Kotter's (1996) change management theory, transformation involves urgency, coalitions, and reinforcement. Adoption would also be encouraged by better customer service tools and less work.


Managing Conflict Between Stakeholders
Conflict is probable owing to competing interests such technical feasibility, business goals, and legal conformity. Compliance teams may delay product releases due to privacy issues, whereas marketing teams may favour speedy feature rollout. IT teams may fight upper management's unrealistic deadlines. 
I would use organised negotiation and escalation to resolve disagreement. The stakeholder matrix prioritises decision-making by power and interest, while the RACI matrix clarifies roles and reduces ambiguity. For early detection and collaborative resolution, stakeholder meetings would be held regularly. 
Risk assessments and cost-benefit analysis promote evidence-based decision-making when conflicts persist. This prevents political bias in decisions. To guarantee organisational alignment, extreme incidents may require escalation to higher leadership.


Conclusion
Finally, the 4Cs model—Communication, Collaboration, Consultation, and Commitment—provides a comprehensive framework for managing stakeholders in StaySmart+ development. It balances stakeholder needs when combined with organised conflict management methods including RACI allocation, agile cooperation, and escalation. This organised method improves Holiday Inn's implementation, adoption, and long-term value development.

Impact of stakeholder engagement on business performance and recommendations for future 
Stakeholder engagement is very important for the smooth rollout of the "StaySmart+" service in the hospitality industry, especially at a global brand like Holiday Inn (part of IHG Hotels & Resorts). In this case, stakeholders are both inside and outside the company. Inside the company, stakeholders include workers, managers, IT teams, and corporate leadership. Outside the company, stakeholders include guests, technology providers, local communities, regulators, and sustainability partners. Not only does good engagement affect the success of a project, but it also affects the long-term performance of a business in areas like customer satisfaction, operational efficiency, brand image, and financial results.

1. Enhanced customer loyalty and satisfaction 

Strong guest interaction means that StaySmart+ meets actual customer needs including tailored suggestions, smooth check-in/out, and AI-powered concierge services. Customer satisfaction rises when customers feel heard and see their recommendations improve service. This boosts repeat bookings and Net Promoter Scores in hospitality. Freeman's stakeholder theory states that companies that balance stakeholder interests create more long-term value (Freeman, 1984). 
2.  More efficient operations 
Employee and operational staff engagement early in the project lifecycle decreases change resistance and enhances system adoption. StaySmart+ relies on frontline hotel staff, therefore their support is critical. System design training reduces errors, improves service consistency, and streamlines workflows. This lowers operational expenses and boosts productivity in high-volume international hotels. 

3. Strengthened brand uniqueness and reputation 

StaySmart+ gains environmental credibility by working with sustainability partners and local communities. Energy-efficient room management and waste reduction support CSR goals. This reinforces Holiday Inn's creative and responsible hotel brand. Sustainability-focused distinctiveness increasingly influences customer choice and brand trust in competitive markets. 

4. Lower project risk and better implementation 

Early issue identification by stakeholders decreases project risk and uncertainty. Countries' regulatory stakeholders may have varied data privacy rules affecting AI-driven guest interaction technologies. Early engagement minimises costly redesigns and guarantees compliance. Involving IT suppliers and cybersecurity professionals decreases system failure and data breaches. 



5. Improved innovation and service 

Collaboration with IT companies and workers boosts innovation. Employees often provide useful guest behaviour insights that data analytics may miss. This feedback loop makes StaySmart+ more useful and intuitive. Stakeholder-driven innovation keeps the service competitive in the fast-changing digital hospitality market. 



Future stakeholder involvement suggestions 

1. Create an organised stakeholder mapping and segmentation plan. 

The initiative should start with formal stakeholder mapping. Mendelow's Matrix can classify stakeholders by influence and interest. Senior executives, regulatory agencies, and high-interest groups like guests and employees should be actively handled and engaged. Effective engagement resource allocation and communication prioritising are ensured. 

2. Use digital feedback systems continuously. 

StaySmart+ should include real-time digital feedback tools. Use AI analytics to assess mobile app, in-room, and post-stay survey responses. This allows fast problem-solving and data-driven service enhancement. It also boosts guest engagement by showing how their feedback shapes service. 

3. Build staff engagement through co-creation and training 

Employees should co-create service features and train. Pilot projects in selected hotels can gather frontline insights before worldwide launch. Staff should receive ongoing training in AI technologies and customised service systems. 

4. Improve global market communication openness 

Holiday Inn must communicate consistently due of its global reach. Use bilingual channels, stakeholder updates, and culturally customised communications. Data usage, AI decision-making, and sustainability effect transparency will build guest and regulator trust. 

5. Include sustainability stakeholders in strategy. 

Sustainability partners should participate in decision-making, not just consultants. It aligns environmental aims with operational strategy. Project KPIs should incorporate carbon footprint reduction, energy efficiency, and waste management for accountability and demonstrable results. 

6. Form an official stakeholder governance framework. 

A stakeholder governance board should monitor StaySmart+'s rollout. This board should meet regularly to examine progress, hazards, and performance metrics with stakeholder representatives. Accountability and alignment across stakeholder interests are ensured.

Conclusion
StaySmart+ at Holiday Inn and IHG Hotels & Resorts relies on stakeholder interaction. Engagement improves customer satisfaction, operational efficiency, innovation, and risk management, which boosts business performance. Structured stakeholder mapping, ongoing digital feedback, employee co-creation, transparent communication, sustainable integration, and robust governance frameworks maximise long-term value. Hospitality organisations may ensure technology innovation drives competitive advantage by adopting these project management practises. 

In conclusion, IHG Hotels & Resorts proposed StaySmart+ initiative at Holiday Inn shows how digital innovation in hospitality increasingly relies on stakeholder participation rather than technology. This assignment shows that the project's success depends on how well diverse stakeholder groups—from hotel employees and guests to technology providers, regulators, and sustainability partners—are identified, managed, and aligned. According to stakeholder theory, companies perform better over time when they balance competing interests rather than emphasising one group (Freeman, 1984). 

Strong stakeholder engagement improves corporate performance in various ways, according to the evaluation. First, it improves customer happiness and loyalty by reflecting guest expectations, especially for customisation and convenience, in StaySmart+. Second, it boosts operational efficiency by minimising technological resistance and improving staff acceptability. Third, it improves brand reputation through credible sustainability and responsible innovation, which is increasingly crucial in global hospitality (Elkington, 1997). Early and ongoing collaboration with regulatory and technical parties decreases implementation risks, especially in data protection and AI governance. 
The analysis also shows that stakeholder involvement is ongoing. Misalignment across international markets without structured communication, feedback systems, and governance could damage service consistency and brand trust. To guarantee alignment throughout the project lifecycle, businesses must use formal stakeholder management methods such prioritisation frameworks and continuous involvement (Mitchell, Agle and Wood, 1997). 
Overall, StaySmart+ will only deliver its full strategic value if stakeholder engagement is central to deployment and long-term operations. Technology alone cannot drive digital transformation in hospitality. People, processes, and partners must work together at all levels to succeed. 
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