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EXECUTIVE SUMMARY
This report examines stakeholder identification, analysis, and engagement strategies for the proposed launch of StaySmart+, a premium AI-driven customer experience service within InterContinental Hotels Group (IHG). The new service combines artificial intelligence guest interaction tools, personalised travel planning, and sustainability-focused amenities to improve guest satisfaction, operational efficiency, and global brand competitiveness.
According to Freeman (1984), organisational success depends on effectively managing relationships with multiple stakeholder groups. This perspective is particularly relevant within the global hospitality sector, where service innovation requires coordination across franchise networks, technology partners, and customers.
The report begins by outlining the organisational context of IHG and explaining the strategic importance of the StaySmart+ initiative in responding to technological change, evolving customer expectations, and sustainability demands within the international hospitality sector. A situational analysis is conducted using SWOT and PESTLE frameworks alongside SMART objectives to assess both internal capabilities and external environmental influences affecting the project.
The report then identifies key internal and external stakeholders involved in the design, development, and rollout of the service. Their roles, responsibilities, contributions, and potential challenges are analysed to highlight their significance in ensuring successful implementation. Stakeholder engagement tools such as stakeholder mapping, communication planning, engagement strategies, and the RACI matrix are applied to demonstrate structured coordination across diverse markets.
Furthermore, the stakeholder engagement process is critically evaluated using the 4C’s model—communication, collaboration, consultation, and commitment—to explain how trust can be developed, conflicts managed, and alignment achieved throughout the project lifecycle. Finally, the report evaluates how effective stakeholder engagement influences organisational performance and innovation success, before offering recommendations to strengthen stakeholder management in future global hospitality initiatives.
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 INTRODUCTION TO IHG AND PROJECT OVERVIEW.
InterContinental Hotels Group (IHG) is a leading multinational hospitality company headquartered in the United Kingdom. Operating over 6,000 hotels across more than 100 countries, IHG manages a diverse portfolio of globally recognised brands, including InterContinental, Crowne Plaza, Holiday Inn, and Hotel Indigo. The company caters to a wide range of customers, from business travellers seeking efficiency and comfort to leisure guests seeking personalised and memorable experiences. IHG’s operations are characterised by a combination of hotel management, franchising, and ownership models, enabling flexibility and rapid adaptation in global markets.
The hospitality industry is undergoing significant transformation due to advancements in digital technology, shifting customer expectations, and increasing demand for sustainability. Guests now expect seamless, personalised experiences supported by technology, as well as environmentally responsible practices within the hotels they choose. In response to these market trends, IHG is preparing to launch StaySmart+, an innovative premium service designed to enhance the guest experience across local and international markets. StaySmart+ integrates artificial intelligence tools for guest interaction, personalised travel planning features, and a range of sustainability-focused amenities, such as energy-efficient room systems, eco-friendly consumables, and options for carbon-conscious travel planning.
The StaySmart+ initiative is scheduled for rollout in selected hotels worldwide over the next six months. The project aims to achieve multiple strategic objectives: improving guest satisfaction and loyalty, differentiating the IHG brand in a competitive market, and enhancing operational efficiency through technology-driven solutions. Successful implementation requires the coordinated involvement of internal teams, including product development, operations, marketing, and IT, as well as external partners, such as technology providers, local authorities, and sustainability consultants. This report focuses on identifying these key stakeholders and developing strategies to engage them effectively to ensure a smooth, conflict-free, and successful global launch of StaySmart+.
 SITUATIONAL ANALYSIS 
SWOT Analysis
These factors indicate that while IHG possesses strong brand recognition and operational experience, the success of StaySmart+ will depend heavily on effective stakeholder coordination to overcome structural complexity and ensure consistent implementation across franchised properties.”
Strengths
· Strong global brand recognition with premium and mid-range hotel portfolios.
· Established loyalty programme (IHG Rewards) supporting guest retention and cross-selling.
· Experience in adopting technology for operations and guest services.
· Strong sustainability initiatives already in place, e.g., reducing energy and water consumption.
Weaknesses
· Large organisational structure can slow decision-making and rollout of new initiatives.
· Reliance on franchised properties may create inconsistencies in service delivery.
· Limited AI-driven guest personalisation compared with tech-focused competitors.
Opportunities
· Rising demand for personalised, technology-enabled guest experiences worldwide.
· Growing global awareness of sustainable travel creates an opportunity for eco-focused services.
· Expansion into emerging markets with increasing middle-class leisure travel.
· Partnerships with tech providers to enhance AI and data-driven services.
Threats
· Intense competition from other international hotel chains investing in digital transformation (e.g., Marriott, Hilton).
· Rapidly changing consumer preferences requiring continuous innovation.
· Global crises (pandemics, political instability) affecting international travel.
· Data privacy and cybersecurity risks associated with AI and digital platforms.

PESTLE Analysis
Political:
International operations expose IHG to varying regulatory frameworks, government policies, and tourism strategies across different countries. Political stability is essential for consistent hotel performance, while instability or changes in government can disrupt travel demand. In addition, visa policies, taxation, and government incentives for tourism development can directly influence occupancy rates and expansion opportunities for StaySmart+.

Economic:
Global economic conditions significantly impact the hospitality industry. Factors such as inflation, exchange rate fluctuations, and changes in disposable income affect customers’ ability to travel and spend on premium services like StaySmart+. Economic downturns may reduce demand for luxury experiences, while economic growth in emerging markets creates new opportunities for expansion and increased revenue.

Social:
Consumer preferences are rapidly evolving, with growing demand for personalised, convenient, and meaningful travel experiences. Guests increasingly value wellness, cultural authenticity, and environmentally responsible practices. Demographic trends, such as younger, tech-savvy travellers, also drive expectations for digital integration and seamless service. Meeting these expectations is essential for the success of StaySmart+.
Technological:
Advancements in artificial intelligence, mobile applications, Internet of Things (IoT), and data analytics are key enablers of the StaySmart+ initiative. These technologies allow for personalised guest interactions, automated services, and improved operational efficiency. However, rapid technological change requires continuous investment, staff training, and system upgrades to remain competitive.
Legal:
IHG must comply with a wide range of legal requirements across different jurisdictions, including data protection regulations such as GDPR, employment laws, and health and safety standards. The use of AI and data-driven services also raises legal considerations around privacy, consent, and cybersecurity. Failure to comply can result in financial penalties and reputational damage.
Environmental:
Sustainability is becoming a critical factor in the hospitality industry. Increasing pressure from governments, consumers, and environmental organisations requires IHG to reduce its carbon footprint, improve energy efficiency, and adopt eco-friendly practices. StaySmart+ aligns with these expectations by incorporating sustainable amenities, but it also requires continuous monitoring and investment to meet environmental standards and maintain brand credibility.
SMART Objectives for StaySmart+
1. Specific: Launch StaySmart+ in 50 selected hotels across 15 countries, integrating AI guest interaction tools, personalised planning, and sustainable amenities.
2. Measurable: Achieve a 15% increase in guest satisfaction scores and a 10% improvement in operational efficiency within 12 months of rollout.
3. Achievable: Leverage existing technology infrastructure and trained staff across IHG properties to implement services.
4. Relevant: Aligns with IHG’s strategic focus on innovation, sustainability, and competitive differentiation.
5. Time-bound: Complete rollout and full operational integration of StaySmart+ within six months.

KEY INTERNAL AND EXTERNAL STAKEHOLDER
Internal Stakeholders
1. Project Management Team
· Responsible for overall planning, scheduling, and delivery of StaySmart+.
· Ensures tasks are completed on time and within budget.
· Plays a central role in coordinating all stakeholders.
2. Product Development Team
· Designs and integrates the AI-driven tools and sustainability features into StaySmart+.
· Provides technical expertise and ensures the service meets quality standards.
3. Operations Team / Hotel Managers
· Implements StaySmart+ at each hotel.
· Ensures staff are trained and systems run smoothly.
4. Marketing and Sales Departments
· Promote StaySmart+ to existing and potential guests.
· Collect customer feedback and adapt marketing strategies.
5. Information Technology (IT) Department
· Supports AI systems, mobile applications, and digital infrastructure.
· Ensures cybersecurity and smooth integration with existing platforms.
6. Human Resources (HR)
· Facilitates training and change management for staff adoption.
· Monitors staff satisfaction and performance related to the new service.

External Stakeholders
Stakeholders are defined as individuals or groups who can affect or are affected by organisational objectives (Freeman, 1984). Identifying them systematically ensures that project decisions reflect both operational needs and strategic priorities.
1. Guests / Customers
· Primary beneficiaries of StaySmart+.
· Their feedback and satisfaction determine the success of the project.
2. Technology Vendors / AI Providers
· Supply and maintain the AI platforms and tools.
· Support ongoing updates and troubleshoot technical issues.
3. Sustainability Consultants / Environmental Experts
· Advise on eco-friendly amenities and operational improvements.
· Ensure compliance with environmental standards across markets.
4. Local Authorities / Regulatory Bodies
· Ensure legal compliance, health, safety, and local hospitality regulations.
5. Franchise Owners / Hotel Partners
· Implement StaySmart+ in franchised hotels.
· Key for maintaining service consistency across locations.
6. Investors / Shareholders
· Interested in project ROI and brand reputation impact.
· Support strategic decisions and funding for StaySmart+.

Categorisation and Importance
· High-Influence / High-Interest: Project Management, IT, Guests, Technology Vendors.
· High-Influence / Low-Interest: Investors, Regulatory Bodies.
· Low-Influence / High-Interest: Operations Team, Marketing, HR, Franchise Owners.
· Low-Influence / Low-Interest: Some external service providers with limited engagement.
ROLES, RESPONSIBILITIES, BENEFITS, AND CHALLENGES
Internal Stakeholders
1. Project Management Team
· Roles & Responsibilities: Oversee project planning, schedule management, resource allocation, and progress monitoring. Act as the central point of coordination for all stakeholders.
· Benefits: Ensures the project remains on track and achieves objectives within time and budget. Builds alignment among departments and promotes transparency.
· Challenges: Balancing competing priorities, managing cross-cultural teams, and resolving conflicts arising from differing departmental goals.
2. Product Development Team
· Roles & Responsibilities: Design and develop the StaySmart+ service features, integrate AI tools, and ensure sustainability-focused amenities meet quality standards.
· Benefits: Brings technical expertise to innovate and personalise guest experiences, enhancing the brand’s competitive edge.
· Challenges: Technical delays, ensuring compatibility across global hotel properties, and responding to dynamic guest expectations.
3. Operations / Hotel Managers
· Roles & Responsibilities: Implement StaySmart+ at hotel level, supervise staff training, and maintain service quality.
· Benefits: Provides operational insights and ensures smooth adoption of new services, directly influencing guest satisfaction.
· Challenges: Staff resistance to change, varying levels of technological literacy, and coordinating rollout across multiple locations.
4. Marketing and Sales Departments
· Roles & Responsibilities: Develop promotional strategies, communicate service benefits to guests, and gather feedback for continuous improvement.
· Benefits: Drives adoption of StaySmart+, strengthens brand image, and increases loyalty programme engagement.
· Challenges: Messaging must align with local markets and cultural differences; ineffective campaigns could reduce uptake.
5. Information Technology (IT) Department
· Roles & Responsibilities: Maintain AI infrastructure, ensure system security, and support integration with hotel management platforms.
· Benefits: Provides reliable technology backbone, reduces downtime, and safeguards sensitive guest data.
· Challenges: Cybersecurity risks, technical failures, and aligning legacy systems with new AI tools.


External Stakeholders
1. Guests / Customers
· Roles & Responsibilities: Use the service, provide feedback, and influence future service improvements.
· Benefits: Their engagement validates the service and generates insights for refinement.
· Challenges: High expectations for personalised and seamless experiences; dissatisfaction can affect brand reputation.
2. Technology Vendors / AI Providers
· Roles & Responsibilities: Supply AI platforms, software updates, and technical support.
· Benefits: Enhance service functionality and innovation capacity.
· Challenges: Dependence on external expertise, risk of delays, and potential misalignment with IHG standards.
3. Franchise Owners / Hotel Partners
· Roles & Responsibilities: Implement StaySmart+ in franchised properties while maintaining brand consistency.
· Benefits: Extend the service globally, allowing standardisation across markets.
· Challenges: Varying commitment levels, inconsistent implementation, and managing franchisee expectations.
RACI Overview 
Project Management Team
· Responsible: Yes
· Accountable: Yes
· Consulted: Yes
· Informed: Yes
Product Development Team
· Responsible: Yes
· Accountable: No
· Consulted: Yes
· Informed: Yes
Operations / Hotel Managers
· Responsible: Yes
· Accountable: No
· Consulted: Yes
· Informed: Yes
Marketing / Sales
· Responsible: Yes
· Accountable: No
· Consulted: Yes
· Informed: Yes
IT Department
· Responsible: Yes
· Accountable: No
· Consulted: Yes
· Informed: Yes
Guests
· Responsible: No
· Accountable: No
· Consulted: Yes
· Informed: Yes
Technology Vendors
· Responsible: Yes
· Accountable: No
· Consulted: Yes
· Informed: Yes
Franchise Owners
· Responsible: Yes
· Accountable: No
· Consulted: Yes
· Informed: Yes
STAKEHOLDER ENGAGEMENT FRAMEWORKS AND MODELS
1. Stakeholder Matrix

A stakeholder matrix helps categorise stakeholders based on their interest and influence, allowing the project team to prioritise engagement strategies. For StaySmartThese frameworks are particularly suitable for StaySmart+ because the project involves geographically dispersed stakeholders and complex technological integration. The stakeholder matrix supports prioritisation of engagement effort, while the RACI model clarifies accountability in a multi-layered organisational structure typical of international hotel groups.”
· High Influence / High Interest: Project Management Team, IT Department, Guests, Technology Vendors
· Require active collaboration, regular updates, and direct involvement in key decisions.
· High Influence / Low Interest: Investors, Regulatory Bodies
· Must be kept satisfied with essential information and consulted strategically.
· Low Influence / High Interest: Operations Team, Marketing, HR, Franchise Owners
· Should be kept informed and occasionally consulted to maintain engagement.
· Low Influence / Low Interest: External service providers with limited impact
· Require minimal but consistent communication to ensure transparency.

2. Engagement Plan
The engagement plan outlines how and when stakeholders will be involved during StaySmart+ rollout:
· Project Management Team: Regular weekly meetings, progress reports, decision-making workshops.
· Product Development Team: Technical briefings, sprint reviews, problem-solving sessions.
· Operations / Hotel Managers: Training sessions, rollout checklists, feedback surveys.
· Marketing / Sales: Weekly marketing updates, customer feedback integration, campaign alignment meetings.
· Guests: Surveys, focus groups, pilot testing in selected hotels to collect insights.
· Technology Vendors: Monthly coordination calls, issue tracking, and performance monitoring.
· Franchise Owners: Quarterly updates, implementation guides, and consultation meetings.
 plan ensures stakeholders remain informed, motivated, and committed throughout the project lifecycle.

3. Communication Plan
Effective communication is essential to avoid misunderstandings and build trust:
· Internal Communication: Emails, intranet updates, workshops, team meetings.
· External Communication: Newsletters, digital platforms, guest notifications, vendor briefings.
· Frequency: Weekly updates for core teams, monthly summaries for low-interest stakeholders, and real-time alerts for critical issues.
· Medium: A mix of digital (emails, dashboards, apps) and face-to-face 
· (training, workshops) ensures clarity across global markets.

· RACI Matrix (Expanded)

The RACI framework is used to clarify roles and responsibilities across stakeholders, ensuring accountability, reducing duplication of effort, and improving communication throughout the implementation of StaySmart+. Each stakeholder group is assigned a specific level of involvement based on their influence and contribution to the project.
	•	Responsible (R):
The Project Management Team, Product Development Team, Operations, IT, and Marketing teams are responsible for executing the core activities of the project. This includes designing the AI-driven service, integrating technology systems, managing day-to-day operations, and delivering promotional campaigns. Their role is task-oriented, focusing on achieving project milestones within set deadlines and quality standards.
	•	Accountable (A):
The Project Management Team holds overall accountability for the success of the project. This means they are ultimately answerable for decision-making, performance outcomes, and ensuring that all objectives are met. They coordinate between departments, monitor progress, and take corrective action where necessary, ensuring alignment with organisational goals.
	•	Consulted (C):
Key stakeholders such as Guests, Franchise Owners, and Technology Vendors are consulted throughout the process. Their insights are essential for shaping service design, improving user experience, and ensuring the technology meets operational needs. This two-way communication allows the project to remain responsive to customer expectations and industry requirements.
	•	Informed (I):
Investors, Human Resources, and Regulatory Bodies are kept informed about project developments, progress, and outcomes. Although they are not directly involved in execution, maintaining transparency with these stakeholders is critical for securing ongoing support, ensuring compliance, and managing organisational readiness.

Overall, the RACI matrix supports effective stakeholder management by clearly defining responsibilities, minimising confusion, and enhancing coordination across multiple departments. This structured approach is particularly valuable in complex, innovation-driven projects such as StaySmart+, where cross-functional collaboration is essential for success.


STAKEHOLDER ENGAGEMENT PROCESS & CONFLICT MANAGEMENT
Stakeholder Engagement Process
Effective stakeholder engagement is essential for the success of StaySmart+. As Project Manager, I would adopt a structured approach to identify, analyse, and involve stakeholders throughout the project lifecycle, ensuring alignment with project goals and minimising potential conflicts.
Step 1: Identify and Categorise Stakeholders
Stakeholders are identified both internally and externally, categorised by their influence and interest using the stakeholder matrix. High-influence stakeholders, such as the Project Management Team, IT Department, and key vendors, are prioritised for active collaboration. High-interest stakeholders, such as Operations Managers and Marketing teams, are regularly consulted and informed to maintain engagement. This ensures that all relevant parties are appropriately recognised from the outset.
Step 2: Analyse Stakeholder Needs and Expectations
Each stakeholder group has unique expectations. Internal teams focus on operational feasibility, technical integration, and staff readiness. External stakeholders, including guests and franchise owners, value service quality, consistency, and reliability. Technology vendors expect clear deliverables, deadlines, and technical requirements. Conducting surveys, interviews, and workshops enables a deep understanding of stakeholder needs and informs engagement strategies.
Step 3: Plan Engagement and Communication
An engagement plan outlines the methods, frequency, and channels of communication. The communication plan ensures stakeholders receive timely and relevant information tailored to their role. High-priority stakeholders receive weekly updates and are invited to decision-making meetings, while low-priority stakeholders are kept informed through monthly newsletters or digital dashboards. Clear and transparent communication builds trust and reduces uncertainty.

Applying the 4C’s Model
The 4C’s model—Communication, Collaboration, Consultation, and Commitment—provides a practical framework for managing stakeholder relationships and preventing conflicts.
1. Communication
· Open, honest, and frequent communication channels are essential.
· For StaySmart+, this includes team meetings, emails, intranet updates, and video calls for global stakeholders.
· Consistent messaging ensures stakeholders understand the project goals, timelines, and their responsibilities.
2. Collaboration
· Encouraging joint problem-solving and shared decision-making enhances commitment and creativity.
· Product development, IT, and hotel operations collaborate to ensure AI tools integrate seamlessly with hotel systems.
· Collaboration platforms, such as shared project dashboards and collaborative documents, facilitate coordination across time zones and markets.
3. Consultation
· Stakeholders are engaged to provide feedback, guidance, and expertise before major decisions.
· For example, guests may participate in pilot trials to provide insights on usability, while franchise owners advise on practical implementation challenges in their properties.
· Consultation fosters inclusion, strengthens relationships, and enhances the project’s credibility.
4. Commitment
· Ensuring stakeholders are committed to project objectives is vital for long-term success.
· Clear definition of roles using the RACI framework, combined with recognition of contributions and achievements, motivates stakeholders to actively support StaySmart+.
· Commitment also involves addressing concerns proactively, maintaining accountability, and celebrating milestones to reinforce engagement.

Conflict Management
Conflicts may arise due to differences in expectations, cultural variations, or resource allocation. Strategies include:
· Early Identification: Monitor feedback and performance metrics to identify potential disagreements before escalation.
· Active Listening: Understand stakeholders’ perspectives, particularly when operational or technical concerns emerge.
· Negotiation and Mediation: Facilitate compromise between conflicting parties, such as IT teams wanting more time for integration versus Operations requiring faster rollout.
· Transparent Decision-Making: Share rationale behind decisions to reduce misunderstandings and maintain trust.
  IMPACT OF STAKEHOLDER ENGAGEMENT ON BUSINESS PERFORMANCE AND RECOMMENDATIONS

Impact of Stakeholder Engagement on Business Performance
Effective stakeholder engagement plays a decisive role in shaping organisational performance, particularly within a global hospitality organisation such as InterContinental Hotels Group (IHG), where service delivery depends on coordination across multiple regions and partners. In the case of StaySmart+, the extent to which stakeholders are actively involved directly influences both operational outcomes and customer experience.
One of the most significant impacts is seen in guest satisfaction and loyalty. By involving customers in pilot testing and feedback processes, IHG can ensure that the StaySmart+ service aligns closely with user expectations. However, it is important to recognise that customer expectations within the hospitality sector are constantly evolving. This creates a challenge, as over-reliance on current feedback may result in services that quickly become outdated. Therefore, engagement must be continuous rather than one-off to remain effective.
From an operational perspective, stakeholder engagement contributes to efficiency and service consistency. Collaboration between internal departments such as IT, operations, and product development enables smoother integration of AI-driven systems across hotels. Nevertheless, in a large and geographically dispersed organisation, excessive consultation can slow down decision-making processes. This highlights a key limitation of stakeholder engagement: while inclusivity improves quality, it may reduce speed if not carefully managed.
Stakeholder involvement also supports innovation and competitive advantage. Engaging technology vendors and external partners allows IHG to access specialist expertise and remain at the forefront of digital transformation. Despite this, reliance on external stakeholders introduces risks, including delays, misalignment of objectives, and dependency on third-party performance. As a result, strong governance and clear contractual expectations are essential.
Another important impact is risk reduction. Regular communication with regulatory bodies and franchise partners helps ensure compliance with legal and environmental standards across different markets. However, global operations mean that regulations vary significantly, making it difficult to maintain consistent compliance. This reinforces the need for localised engagement strategies rather than a standardised global approach.
Finally, effective engagement enhances employee commitment and organisational culture. When staff are informed, consulted, and involved in decision-making, they are more likely to support the implementation of new systems such as StaySmart+. On the other hand, poorly managed engagement can lead to resistance, particularly when employees feel overwhelmed by technological change. This demonstrates that engagement must be supported by training and clear communication to be successful.
Overall, stakeholder engagement has a strong positive impact on business performance, but its effectiveness depends on balance. Too little engagement leads to misalignment, while too much can create inefficiencies. Therefore, a strategic and structured approach is essential.
Challenges and Lessons Learned
While the benefits are clear, global stakeholder engagement is not without challenges:
· Cultural Differences: Engagement strategies must be adapted to local customs and communication styles to avoid misunderstandings.
· Resource Constraints: High levels of engagement require time, budget, and management attention.
· Conflicting Interests: Different stakeholders may have opposing priorities, requiring careful negotiation and conflict resolution.
· Technological Adoption: Resistance to AI and digital tools may slow implementation in some properties.

Effective management of these challenges ensures that stakeholder engagement positively contributes to business performance rather than creating delays or conflicts.

Recommendations for Future Stakeholder Engagement
1. Develop a Continuous Engagement Strategy
· Treat stakeholder engagement as an ongoing process rather than a one-time activity. Regular check-ins, feedback loops, and performance monitoring will maintain alignment and improve decision-making for future initiatives.
2. Leverage Technology for Communication
· Use digital dashboards, collaboration platforms, and AI-enabled communication tools to streamline engagement, especially across international locations.
3. Tailor Engagement by Cultural Context
· Adapt communication styles, consultation methods, and feedback mechanisms to local norms and expectations to improve trust and cooperation in diverse markets.
4. Integrate Stakeholder Feedback into Strategic Decisions
· Formalise channels for collecting and analysing input from guests, staff, franchise owners, and partners. Use this data to inform both operational adjustments and future innovation.
5. Strengthen Conflict Management Capabilities
· Train project managers and team leaders in negotiation, mediation, and 4C-based engagement techniques. A proactive approach reduces delays and fosters collaboration.
6. Monitor and Measure Engagement Impact
· Develop KPIs to evaluate the effectiveness of stakeholder engagement on guest satisfaction, operational efficiency, employee commitment, and overall business performance.

Impact of Stakeholder Engagement on Business Performance

Effective stakeholder engagement has a direct and measurable impact on business performance, particularly in the global hospitality industry where customer satisfaction and operational efficiency are critical. For IHG, the implementation of StaySmart+ requires coordinated effort across multiple internal and external stakeholders. When managed effectively, this engagement can deliver several strategic benefits:
1. Enhanced Guest Satisfaction and Loyalty
Engaging guests through pilot testing, feedback mechanisms, and personalised services ensures that the StaySmart+ experience meets expectations. Satisfied guests are more likely to return, participate in loyalty programmes, and recommend IHG properties, directly impacting revenue growth and brand reputation.
2. Operational Efficiency
Internal stakeholder engagement, especially between IT, operations, and product development teams, ensures smooth integration of AI-driven tools and sustainability-focused amenities. Clear communication and collaboration reduce implementation errors, minimise downtime, and optimise resource allocation, which improves overall operational performance.
3. Innovation Adoption
Engaging technology vendors, franchise owners, and internal teams fosters innovation by facilitating knowledge sharing and continuous improvement. Early involvement of stakeholders allows rapid adaptation to technical or market changes, supporting IHG’s strategic aim to differentiate its services globally.
4. Risk Mitigation
Regular consultation with regulatory bodies, franchise partners, and sustainability consultants helps anticipate and manage compliance, legal, and environmental risks. Proactive engagement reduces the likelihood of disputes, penalties, or reputational damage, enhancing the company’s resilience.
5. Employee Commitment and Retention
Internal engagement through transparent communication, training, and involvement in decision-making increases staff commitment. Employees who understand their role and see their input valued are more motivated, productive, and likely to remain with the company.
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CONCLUSION
This report has critically analysed stakeholder engagement strategies for the global launch of StaySmart+, a premium AI-driven customer experience service at InterContinental Hotels Group (IHG). Through a combination of stakeholder identification, situational analysis, and application of engagement frameworks, it has demonstrated the importance of aligning internal and external stakeholders to achieve strategic objectives.
The situational analysis, incorporating SWOT and PESTLE frameworks, highlighted IHG’s strengths, such as strong brand recognition and technological infrastructure, as well as opportunities in digital transformation and sustainable travel. These insights informed the identification of key stakeholders, including internal teams (project management, operations, IT, marketing) and external stakeholders (guests, technology vendors, franchise owners, and regulatory bodies). Understanding their roles, responsibilities, and potential challenges-enabled the development of structured engagement strategies.
The report applied multiple models and frameworks, including stakeholder mapping, communication and engagement plans, and the RACI matrix, to clarify roles and maintain accountability. The 4C’s model—communication, collaboration, consultation, and commitment—was used to illustrate how conflicts can be managed, relationships strengthened, and alignment maintained across diverse international markets. Effective stakeholder engagement has been shown to enhance guest satisfaction, operational efficiency, innovation adoption, risk mitigation, and employee commitment, directly impacting IHG’s business performance.
Finally, recommendations were provided to ensure sustainable and continuous stakeholder engagement, including leveraging digital tools, tailoring engagement to cultural contexts, integrating stakeholder feedback into strategic decisions, and measuring engagement outcomes through KPIs. By implementing these strategies, IHG can ensure the successful rollout of StaySmart+ and strengthen its position as a global leader in hospitality innovation.
In conclusion, structured stakeholder engagement is not only essential for the operational success of StaySmart+ but also contributes to IHG’s long-term competitive advantage, demonstrating the critical role of strategic management in delivering value across multiple markets.
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Integrating the RACI framework with the stakeholder 



Proper categorisation allows prioritising
 communication, engagement, and resource allocation. High-influence stakeholders must be actively involved throughout the project to ensure alignment, whereas low-interest groups can be kept informed to maintain transparency.










